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Special Interview

“Boosting Satisfaction” is the Keyword for a Tourism Nation Country
2013 is the Start of “Value Creation” in the Travel Industry

Last year, the Japanese travel
market staged a rapid recovery
following the setback from the
Great East Japan Earthquake.
In 2013, new trends are expected
to accelerate, including the
travel industry’s move toward
autonomous creation of markets
and expansion of destination-
based travel products available
only in select areas. We
spoke with Norifumi Ide,
commissioner of the Japan
Tourism Agency, and Jungo
Kikuma, chairman of JATA,
concerning their expectations
and aspirations for the new year.

Chairman Kikuma

Desire to Raise the Development Capability of the Industry

---------- How do you view the overseas travel market in

Kikuma: I think that 2013 will be the first year in which
the travel industry itself autonomously creates markets. I see
this year as being the start of value creation in the industry;
until now, we have repeated various experiments, and now we
plan to launch full initiatives beyond what we’ve done before.
Due to the significant entry of low-cost carriers (LCCs) into
the Japanese market and the rise of online agents, the role of
the travel industry has become more sharply defined. Since
direct sales by suppliers and price competition are becoming
commonplace, we are arriving at the point in history when
using a travel agent will be meaningless unless travel agents
offer products that truly satisfy customers. In times like these,
we ourselves must work independently to discover all kinds
of appealing attractions at the destinations and create value
and also to introduce the allure of travel in a more close-up
manner. It is possible that travel agencies will be left behind,
even if the number of travelers grows, unless we become
autonomously involved and actualize a business model in
which we ourselves create value through promotions, in
collaboration with Team Europe in Europe and with ASEAN.
With this year as the start, [ want to strengthen the above areas
and raise the development capability of the travel industry.
East Asia alone makes up 50% of Japan’s overseas travel
market; the fact that travel to Europe, ASEAN, Indochina,
and North, Central, and South America is also expanding is
leading to a need for crisis management so that the operations
of the travel industry overall can keep up with the expansion.
A major theme in 2013 will be how to assist member agencies
in boosting their skills so that they can engage in such value
creation.

Ide: Previously, the airline industry and others talked
about creation of macro demand, and what is needed in the
travel industry is the capability to develop travel products
that are competitive content-wise. For example, when we
see conventional travel agents lose a share of reservations to
online booking, we tend to think of it as competition between
the travel industry and the IT industry. However, I think it
is actually competition between each travel agency’s know-
how and knowledge of destinations versus the information
available to consumers who use IT. Naturally, it is impossible
for individual staff at travel agencies to win against all of that
competition, and so the know-how and knowledge at travel
agencies overall must outshine that of consumers. I think that

such know-how and knowledge
will support the development
capability of which Chairman
Kikuma spoke.

Efforts to Improve Domestic
Travel, Too

---------- To promote Japan as a
tourism country, what initiatives
are you considering from here
forward?

Ide: Japan has already
succeeded completely as a
trade-oriented country, and so
no one is talking now about

Japan being a trade-oriented
country. The reason why the words “Tourism country” are
being trumpeted now is that, in the field of tourism, Japan is
still an emerging country. Fortunately, we are an extremely
promising emerging country in the area of tourism resources;
if we make an effort, we have a high potential for growth.
Conditions make it difficult to acquire an adequate budget,
but saying that the budget is insufficient won’t help matters.
So, it is necessary to boost our cost performance, and we
must utilize creative methods to do that. In domestic travel,
we held the Destination Tohoku Campaign to support the
revival of tourism following the Great East Japan Earthquake,
and I think it is playing a large role as an engine of domestic
tourism. Simultaneously, not only the local governments’ but
also the local people’s enthusiasm and skills are increasing
tremendously, and so in fiscal 2013, we want to promote
projects to support regions which are trying out various
creative ideas and engaging in their efforts with enthusiasm.

Commissioner Ide

Kikuma: We have been highlighting the importance of
satisfaction in inbound travel since Commissioner Ide
assumed office. I think ensuring that people who visit Japan
return home satisfied is an extremely important point. JATA
plans to create a system to certify the quality of land operators
as part of its policy to boost the quality of inbound travel and
to make Japan a tourism-oriented country in the true sense.
In addition to the large merits it has for visitors to Japan, I
think we can also expect this certification system to promote
local development through the creation of destination-
based travel products that utilize the special features of each
locality. By providing travelers with high-quality, safe, and
relaxing travel experiences in Japan, the value of Japan as
a destination should also rise. I think that offering high-
quality, highly satisfying products that are differentiated from
low-budget trips to Japan will lead to an increase in travel
demand and a surge in repeat visitors. The quality of domestic
travel should also improve through the locally-focused travel
industry which will be launched. If the passion of the people
who live in and love the local areas and who want others
to experience the charm of the local areas is translated into
destination-based travel products, quality will improve. JATA
would like for each of its member agencies to create a wide
variety of individualistic travel products, both large and small,
for domestic travel, just as they do for overseas travel. In
the “Tohoku (Northeastern region of Japan) Reconstruction
Support 1,000 Project” held in December 2012, travel agents
who only handle overseas travel did participate, but if travel
agencies who handle domestic travel increase, the quality will
improve, and so we would like to make efforts toward this.
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Special Report

1,000 Associates Enthusiastically Inspect 28 Courses in 6 Tohoku Prefectures

Aomori Prefectural Governor Met and Spoke to Participants in Person

Governor Mimura(second from left), Chairman Kikuma(second from right) and Dr.
Bernhard Zimburg, the Austrian Ambassodr to Japan with the participants in Aomori
VIP course

On December 3 and 4, JATA held the “Tohoku (Northeastern
region of Japan) Reconstruction Support 1,000 Project” in which
it sent member agencies’ staff and others to the Tohoku region in
northeastern Japan.

Approximately 1,000 associates traveled a total of 28 courses,
including the four courses set up in each prefecture, the VIP
course for ambassadors from various countries, and courses
offered by invitation such as in Aizuwakamatsu City. Participants
conducted an enthusiastic inspection, seeking opportunities for
commercial realization of travel products.

At the start-off ceremony held on the Shinkansen B3 concourse
at JR Ueno Station in Tokyo early in the morning of December 3,
JATA Chairman Jungo Kikuma reaffirmed that “we planned this
project with the mission of energizing the Tohoku region through
tourism.” He called on participants, saying, “Two days is a short
time, but I want you to look intently at the Tohoku region and,
through the eyes of professionals, to discover new things from
the local people and the scenery.”

Participants on the VIP course included ambassadors from
Austria, Columbia, and Bangladesh, embassy staff from Angola,
Australia, Poland, Madagascar, and Lithuania, and staff from
various countries’ airline companies and tourist bureaus. The
governor of Aomori Prefecture, Shingo Mimura, met the VIP
course participants in front of the prefectural office building,
shook each person’s hands, and led them into the building.
The governor, using a photo display panel, gave a humorous
presentation on the attractions of Aomori’s four seasons, mixing
his smattering of English with hand gestures.

In response to the governor’s heartfelt description, JATA
Chairman Kikuma rejoined, “I can feel his strong determination
to attract foreign tourists and reinvigorate domestic travel,
and [ want us in the travel industry to settle in and engage in
reinvigoration of two-way tourism, both inbound and outbound.
Through this project, we will publicize the attractions of
Aomori, with the hope that it will contribute in some way to the
revitalization of tourism in Tohoku.

In JATA’s “Tohoku (Northeastern region of Japan)
Reconstruction Support 1,000 Project,” efforts were made to
communicate with local people by holding opinion exchanges
and social gatherings along the inspection courses in each
prefecture together with JATA member agencies’ staff and others.
On the Miyagi Prefecture course in which JATA Vice Chairman
Hiromi Tagawa participated, an opinion exchange was held on
the evening of December 3 with related local persons from Osaki
City, Naruko Spa Tourist Association, and the Miyagi Osaki
Tourism Bureau.

Referring to statistical data showing that visitors to Tohoku

have declined approximately 10% since the March 2011
earthquake, Vice Chairman Tagawa said, “I think the decrease
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The start-off ceremony held at JR Ueno Station for the “Tohoku Reconstruction
Support 1000 project”

may be slightly larger if you look at the leisure market alone.
Considering the actual market size that Tohoku has, I think there
is a decline of 20% to 30% compared to two years ago.”

In addition, Vice Chairman Tagawa pointed out, “JATA must,
together with the entire travel industry, stimulate the leisure
market.” He expressed his determination, saying, “This year
during which we worked on reconstruction from the earthquake,
and moving ahead, I would like for the planning staff who
participated in this inspection to endeavor to discover new
attractions and to proactively promote product creation for the
fourth quarter of this year and next fiscal year.

Meanwhile, Hisako Yamada, section manager of Industry and
Economic Department of Tourism Exchnge Section of Osaki
City, explained, “During the 2011 earthquake, the seismic
intensity in this area was 6+ on the Japanese scale. In the city,
houses near the coast collapsed and roads were fragmented,
but at Naruko Spa, there was no major damage either to the hot
spring itself or the facilities.” Looking back on the sequence
of events following the earthquake, she recalled, “We reached
out to those in the disaster-stricken area on the coast and made
arrangements so they could use Naruko Spa as a secondary
shelter. People were sheltered at Naruko Spa until September
2011 when temporary housing and permanent housing were
acquired. Even now, they come to the spa to seek solace, so we
still keep connected.”

She called on the travel industry, saying, “When the project
participants visited, we introduced our sake and sake breweries
which are top quality because Osaki is blessed with the finest
rice and water for making sake. However, that is just one of the
many treasures we have, and so we ask everyone in the travel
industry to be sure to send us many visitors.”

Takenobu Kikuchi, chairman of the Naruko Spa Tourist
Association, emphasized, “I think that now is time when our
original customer base will begin to return. I think the bad
rumors will die down, but we need to make an effort.” He said,
“We repaired the walking trail called Oku no Hosomichi with
signs in four languages. This trail follows the path taken by the
poet Matsuo Basho in the late 17th century, which we established
it 30 years ago. The famous historical figures Minamoto no
Yoshitsune and Matsuo Basho both passed through Naruko Spa;
we want people to know this interesting fact, so we would like to
ask your cooperation.”

Kenichi Kanno, manager of Sendai Miyagi Tourise Campaign
Council explained about the Destination Campaign which
will start in April 2013, saying, “We want the entire country
to know that we have recovered our vitality and sparkle, and
our primary themes are repose of souls, renaissance, learning,
flowers, and food.” Pointing out that revival of tourism is also
included in the prefecture’s disaster reconstruction plan, he urged
project participants to “create travel products in Sendai and the
remainder of Miyagi and to send visitors.”



Travel Industry Monthly Report

Outbound Japanese Travelers Declined 3.9% in November
-Outbound Travelers to Set New Annual Record in the 18-Million Range

According to the estimate of outbound Japanese travel
released on December 21 by the Japan National Tourism
Organization (JNTO), the number of outbound Japanese
travelers in November was 1.44 million, a decline of 3.9%
year on year. This was the largest drop since September,
which was the first time in 15 months (since June 2011)
that the figure was negative year on year. In November
2012, the number dropped by 58,000, from 1.498 million
the previous year.

The cumulative figure for January through November
2012 was 17,062,000, a 9.8% increase compared to
the previous year’s figure of 15,532,800 and an 11.3%
increase compared to the 2010 figure of 15,328,000.

Because the cumulative figure up to November 2012
exceeded 17 million, it is nearly certain that number
of outbound Japanese travelers in 2012 will surpass
the 18-million mark. This will set a new record by
outstripping the previous highest figure of 17.82 million
attained in 2000.

The Japan Travel Bureau’s 2013 Travel Trends Outlook
released on December 20 predicts that outbound Japanese
travelers will increase in 2012 by 8.5%, to 18.43 million.

Meanwhile, according to JNTO, the number of
foreigners visiting Japan in November increased 17.6%,
to 648,600. The cumulative figure for January through
November rose by 36.0% year on year, to 7,678,900.

However, this is still 3.6% below the cumulative figure

for January through November 2010, which amounted to
7,962,795.

JTB’s 2013 Travel Trends Outlook forecasts that
inbound foreign travelers will increase in 2012 by 32.6%
year on year, to 8.25 million.

Japanese Overseas Travelers (Unit: Persons)
Month 2011 2012 Change
B 1,282,348 1,331,144 3.8

1,572,587 13.0
1,737,033 223
1,410,963 26.6
1,431,204 242
1,481,674 16.9
8,964,605 17.5

2 | 1,391,193
2 1,420,584
1,114,906
2. | 1152339
6 1,267,227

Jun.

1~6 | 7628597

Apr.

Jan.-Jun.
4 1,465,379 1,595,000 9.1
8 | 1786412 1,965,000 10.0
O | 1637158 1,625,000 0.7
19 1,517,525 1,472,000 -3.0
) 1,497,704 1,440,000 39
1~111 15532,775 | 17,062,000 9.8
1~121 16,994,200

JAPAN NATIONAL TOURISM ORGANIZATION

Overseas Travelers will Exceed 19 Million in 2013,
Predicts JTB Foundation’s Senior Researcher Kurosu

The Japanese travel market (domestic and overseas)
has been stagnant for an extended period, since the late
1990s, but starting around 2010, a change seems to have
appeared in the underlying trend. Hiroshi Kurosu, senior
researcher at Japan Travel Bureau Foundation, a public
interest incorporated foundation, explains as follows
concerning this change and the outlook for travel in 2013.

Based on market trends and the business outlook as of
early December 2012, Kurosu predicts that, in travel in
2013, we will see a slight increase in leisure trips that
include domestic lodging (“domestic travel”), and in
overseas trips, outbound travel will reach 19 million (a
2.7% increase given 18.50 million travelers in 2012) and
inbound travel will rise to 9 million (an 8.4% increase
given 8.3 million travelers in 2012).

Looking at domestic travel and overseas travel in total,

Kurosu believes that the underlying trend in the Japanese
travel market may have shifted in 2010. While travel
demand is affected in the short term by alterations in
the external environment such as economic fluctuations
and the exchange rate, there are other major factors
that change slowly over a long time span, such as the
ratios of young people and seniors in the population and
whether the national economy is in a growth phase or
a mature phase. Whether travel demand is growing or
flat over a long span is determined mainly by the latter
factors. Kurosu thinks that these factors which govern the
underlying trend may be pointing toward a slight uptrend
in travel.

Kurosu points out that it is important to pay attention
to customer segments that you might normally not watch
and to check that you are not shackled by assumptions.
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