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Special

Interview

Focus on the customers and offer differentiate products

Q. What is your view
with regard to Japanese

inbound tourism?

Dr. Frenzel: What we
actually see is that after
the terrible earthquake,
the inbound market is

recovering. It is very good

Dr.Michael Frenzel
Chairman of the World Travel &
Tourism Council(WTTC)
TUI AG Chairman of the Executive
Board

and I’m delighted to see.
We at WTCC is working on
reports about the domestic
demands and it’s very clear
that the inbound market is recovering earlier than expected.
Beside the existing discussion with China and so on, I
strongly believe this inbound movement will continue. We
are in the industry which is somehow volatile. It depends
on political and environmentally impacts. But I believe we
have learnt to handle this if you focus on the customer, even

for the inbound tourism.

Q. The outbound tourism from Japan is said to be a
mature market. How do you see the Japanese market in
terms of outbound?

Dr. Frenzel: I strongly believe that the Japanese market is
similar to the German market, which is a mature market.
Japanese people are used to traveling clearly. Europe and
Southeast Asia are interesting destinations and China is
also very important for the market. For example, if you see
Vietnam, there are huge number of hotels and they offer
attractive offers for the Japanese market. This will stimulate
the outbound demand and I believe the outbound market in
Japan is also growing. Of course everything depends on the
financial environment. We have Euro problem and Japan is

facing the question how to grow.

Q.Do you have any special advice for Japanese tourism
industry?

Dr. Frenzel: We are faced with the rising digital
development. This changes is the biggest challenge, but it’s
also a big opportunity and we have to be positive. How I can
use this for my own business is a very important part. And
you have similar experiences here. I heard yesterday that
people are tending to search online then purchase offline.
So that there is a certain role still in the digital world for the

travel agents. And more, we have some studies which show
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that there is a huge loyalty between travel agent and the
customers. This is very important because the travel agent
has physical contact, he knows his customer. The better he
knows his customers, the better he can sell and give them
advice. I told this morning that the travel agent is developing
simply from a salesman to somebody who as a whole takes
care the customer’s needs. It is very important that he has
a close contact and knowledge of the customers profile,
therefore the travel agent has some competitive advantage
because the online is totally enormous. So I strongly believe
the alternative future besides all these developments and
there is a very strong role for travel agencies.

Q. “Future Roll of Travel Agencies” was on the table
of discussion at the JATA Tourism Forum this year.
We understand that TUI owns more than 100 aircrafts
and 300 hotel properties and TUI also plans and sells
tour products. On the other hand, there are companies
without having aircrafts and hotel properties like in
Japan. They just plans and sells tour products along with
airlines and hotels. Please tell us the difference between
these two types of management.

Dr. Frenzel: There are different business models, how to
work on the market and how to generate customers. Our
business model is what we call “integrated”, so we are
offering the customers from the booking all the flights to
staying in the hotel, the complete travel experience. This
is a big advantage for the customers. We can control the
quality along the whole we call it value chain. We have
our own airplane and our own hotels to control the quality.
So for the customers, the situation is different if you book
online hotels, or travel with low cost carriers which have no
transport in the destinations. We are taking care of customers
along the whole trip.

The idea of our tour operator is based on service quality.
We facilitate the overall travel experience for the customer.
But it is more important that we are taking care through
the whole trip and there is always interactions with the
customers. They can always get contact with us, we have
staff and organizations and agencies in the destinations, who
take care of our customers.

The world is full of commodities and products. I think it
is not enough to sell customers such a commodity without
having any influence on the product. We have to focus on
the customers and offer differentiate products. I think this is
one of the way for tourism industry to be successful in the
long run. And that is our business model.



Summary of Understanding of Current Situation and Issues for JATA
Action Plans to be prepared by the Special Policy Study Committee

In June of this year, the Japan
Association of Travel Agents
(JATA) established the Special
Policy Study Committee
(headed by Mr. Hiromi
Tagawa, Vice Chairman of
JATA) to expand activities in
keeping with environmental
changes inside and outside of
JATA.
At its first and second
meetings in July and August,
the committee produced a

Hiromi Tagawa,
Vice Chairman of JATA

summary of its understanding of current conditions and
organized the issues in the tourism industry in preparation
for a study of JATA policies. The aim is to achieve sound
development of and higher status for the travel industry by
rallying the entire country of Japan to make tourism a more
important part of the economy. Subsequently, at the third

Grand Prix Goes to Taiwan and Mercosur

meeting on September 26, a detailed discussion was held on
drawing up an action plan for JATA activities, based on the
organization of issues at the earlier meetings.

Hiromi Tagawa, the committee chairman, pointed out,
“Despite our efforts to create

demand in the travel market, we have not seen a rise
in demand, in part due to stagnation of infrastructure
development. Now, together with rearticulating our
understanding of the current situation and sharing that with
the travel industry, we must work to get a grip on the issues
and rebuild our policy implementation.” He explained,
“JATA can boost its appeal and its power of persuasion
with the related ministries, agencies, and local governments
if it puts forward the dynamism of its activities and its
management as an industry organization.”

From here, the committee plans to organize the issues into
short-term, medium-term, and long-term and to decide on an
implementation schedule for the action plan.

in the Tourism Bureau Division of the JATA Tourism Grand Prix 2012

The award winners on the stage

On September 21, the Japan Association of Travel
Agents (JATA) held an awards ceremony, the JATA
Tourism Grand Prix 2012, at Tokyo Big Sight in
Ariake, Koto-ku, Tokyo. This first annual JATA
Tourism Grand Prix aimed to further boost demand
by presenting industry awards to partners in the travel
industry who have contributed to the expansion and
development of the overseas travel market. In the
Tourism Bureau Division, contestants were judged on
trends in their number of Japanese travelers over the
past three years, contribution to measures and policies
that JATA is pursuing, output of new enticements,
and independent initiatives, etc. Two bureaus, the
Taiwan Visitors Association and the Mercosur Tourism
Promotion Office, took home the grand prix award.

The Taiwan Visitors Association expanded its
promotional activities using the catchphrases “The
Heart of Asia” and “Time for Taiwan.” The bureau

received recognition for awakening travelers’ thirst for
travel and contributing significantly to stimulation of
travel demand.

The Mercosur Tourism Promotion Office, which is
composed of the four travel bureaus of Argentina,
Brazil, Uruguay, and Paraguay, received recognition
for contributing greatly to stimulation of travel demand
not only in South America but also among the Japanese
by energetically transmitting information in spite of
the distance between South America and Japan.

In the Publicity Division which awards companies,
associations, and individuals who have made a large
contribution to travel promotion, the grand prix was
captured by the Japanese television program “Sekai
no Hate made Itte Q!” broadcast by Nippon Television
Network. This program features festivals around the
world and experiences of living in other countries
using realistic and expressive images, all presented
from fresh angles never seen before.

Awards are not limited to government tourism
bureaus and publicity. The Special Award is presented
to companies and associations that significantly
contributed to stimulation of travel and to the
holding of the JATA Travel Showcase (Tabihaku),
such as airline companies. This award went to the
Finnair(Finnish Airlines) for its contribution to the
expansion of demand for overseas travel through active
expansion of publicity broadcast in the mass media.
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Travel Industry Monthly Report

JATA Launches “Tohoku Reconstruction Support Project”
1,000 Associates to Visit 6 Prefectures during December 3-4

Japan Association of
Travel Agents (JATA)
will send a total of 1,000

associates, including staff
* from JATA travel agencies
and from domestic
and foreign travel-
related bodies, to the six

prefectures of Aomori,
y v Iwate, Miyagi, Akita,
SANHEY ei"' Yamagata, and Fukushima

for two days on December

3 and 4.

JATA has provided
reconstruction support on

Tohoku Tourism Promotion Organization’s
booth at “Tabihaku 2012”

its own to the northeastern region ever since the Great
East Japan Earthquake in March 2011. This time, JATA
plans to carry out the “Tohoku (Northeastern region of
Japan) Reconstruction Support 1,000 Project” to provide
reconstruction support in even more specific form..

This project aims to expand the demand throughout the
travel industry overall for travel to northeastern Japan. Staff
from JATA travel agencies and others will travel along
courses that were set in consultation with each prefecture
to discover new attractions in the northeastern region.
Seminars and discussion as well as lectures by local travel
industry representatives will be held in each city and even
on buses locally-chartered for each course. Through such
onsite fieldwork and lectures, JATA will strive to create
new travel products that are both locally sourced and
interactive. JATA also plans to send travel agent employees
for volunteer activities.

Jungo Kikuma, Chairman of JATA, said, “This project will
enable staff from all our agencies to uncover new material
and to develop travel routes in the northeastern region.
I expect it to produce some results that will expand our
business both in domestic travel and in-bound travel from
foreign countries.” He emphasized, “It is important for
JATA to make its presence felt in the Japanese society.”

Number of Japanese Travelling Abroad Increased 10% YOY in August;
Upswing in Demand for Overseas Travel is Accelerating

According to statistics released by the Japan National
Tourism Organization (JNTO) on September 21, the
number of Japanese who travelled abroad in August
amounted to 1.965 million persons, representing a 10%
increase year-on-year and a continuation of a favorable
trend from the 8.8% increase in July. The cumulative total
from January through August this year amounts to 12.525
million travelers, an increase of 15.1% year-on-year and
an increase of 14.4% compared to 2010.

Because the figures for March through June 2011
were negative year-on-year due to the impact of the
Great East Japan Earthquake in March 2011, the
rebound at the beginning of this year registered high
growth of 17.5% year-on-year. In the second half
of this year, the amount of positive growth shrunk
compared to the upper 10% and middle 20% range
attained during March through June, but even so, the
8% and 10% range attained in July and August shows
the steady progress made in expanding demand for
overseas travel. Particularly when this year’s figures
are compared to those from 2010, the acceleration of
the uptrend in demand for overseas travel is obvious,
given the 13.4% increase in the first half of the year,
the 13.5% increase in July, and the 19.7% increase in
August.

Meanwhile, according to JNTO’s figures on foreign
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visitors to Japan, the number of visitors in August this
year was 775,900, an increase of 42% year-on-year but a
decrease of 3.3% compared to 2010. Even so, the figure
for this August was the second highest ever recorded,
after the 802,725 persons who visited in August 2010.
The cumulative total from January through August this
year was 5,666.4 thousand persons, representing a 43.8%
increase YOY but a 3.7% drop compared to 2010.

Japanese Overseas Travelers (Unit: Persons)
Month 2011 2012 Change
e 1,282,348 1,331,144 3.8
2 1,391,193 1,572,587 13.0
W3 | 1,420,584 1,737,033 223
Apr. 1,114,906 1,410,963 26.6
By 1,152,339 1,431,204 24.2
o 1,267,227 1,481,674 16.9
ooy 7,628,597 8,964,605 17.5
S 1,465,379 1,595,000 8.8
Ay 1,786,412 1,965,000 10.0
sanage | 10,880,388 12,525,000 15.1
s | 16,994,200

JAPAN NATIONAL TOURISM ORGANIZZATION
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