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Abstract

This paper examines a theoretical approach to identify values that are created by guide
interpreters in the Japanese inbound tourism. There are few empirical and/or conceptual studies
that focus the roles and values of guide interpreters in the contemporary Japanese tourism scene,
although they are supposed to be important value-adding human resources in the current Tourism
Nation Promotion initiatives. The author attempts to rectify this research gap by employing a
theoretical framework of services marketing, namely, a measurement of service quality.

The study starts from outlining the current status of guide interpreters in Japan, especially
in terms of their importance in promoting Japan to foreign visitors. Next, recent deregulations
regarding guide interpreters are summarised, and the pertinent service quality issues follow. The
paper proceeds to some theoretical accounts of services marketing literature, a SERVQUAL model
in particular, a widely-used multi-item scale for measuring consumer perceptions of service quality.

Reflections as to whether such a framework could be applied to service quality of guide
interpreters are presented: a SERVQUAL model may be useful in measuring guide interpreters’
service quality although it needs rearrangement of scales as some of them are inappropriate
in evaluating guide interpreter services; considerations also need to be given to the nature of
Japanese guide interpreter businesses since they are mostly self-employed, one-man-band
professionals basically without organisational support from travel companies and alike, meanwhile
a SERVQUAL model is essentially to measure the service quality offered by service firms.
Theoretical and empirical advancement of our knowledge about guide interpreters’ service quality is
recommended by proposing a future research avenue.
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J &M (Responsiveness )

B AR SRR
Fahr, RERY—v A%
i IR

10. —EZNEICHOWNT Y — B 2R AERTI S HRIERE L T 5,
11 EEE TGRS — B 242 217 9
12. B DRI RN ?%#L@Aé

13. PEERNHEE DL HE IS G LTV D

TedEME (Assurance )

— B AR Y Ak & AL
EHICOTTEY, BEICE
%Eﬂi&zz DM&E5 2D L,

4. E¥EBITEHETE D,
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NERERLD Z &,

18. fill x DRHFE DRI A Tt LT LD,

19. PEEE DR OB AR ELRE R A>T D,

20. B NHEDONKIEL LTWAHZ L 2R L TV 5,

2L FEE P BT H D Z LICoNTRICHIT TS D,

22. FFEY — A EFIH T 25 OITER 7RI ER R 2 5% T T D,

HiFT : Parasuraman et al.(1988:23, 38-40) % #&1Z Rk
=£I10ERE 5 RADX
Y—ERAREERET S I0ER Y—EXREBED LR

{EHE (Reliability) w=p  (FRME (Reliability)
I (Tangibles) # I (Tangibles)
I ME (Responsiveness) » &AM (Responsiveness)
Al a=f—Tav '
(Communication)
1Z P (Credibility)
224 (Security) P =) M (Assurance)
HHeMt: (Competence)
fUEIE L & (Courtesy) ),
%A% (Understanding/ 1
Knowing the Customer) ) JEEbE (Empathy)
7 72 Z (Access) J

HAFT : Parasuraman et al.(1988:21, 25) & JEIZ/ER%
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DEFEFIEIC L DIGENHE Z TS TlEenWEEZ b5, LA KT S @ DINESERV °1E

— 128 —



SCERFERCE T 21 %2 5 20U F LA

AR T LODGSERV D L I 5 RTIZF DO FMABEE 5o, TRTNORENHNLND
IWRICHEEGT 5 X OIWCEMEBEEZEET L THNWD E W) HERE X bLd, 8% Carman(1990)
DIFIETHAL L, #WIH > SERVQUAL EF /L THD 10 BHEEHWTT—X #UNE L, BENKF5
WrafoiELITY 2 LI Lo THRAA ROV — R WEE2NET 5 OIZ82Y 70 kTt & kTt 1
ETHHELEZ LN,

F2l, ZHETO—EZADOEFMREOMIEIZIBNTIEL, — R 2R3 2 kx5 5%
ETDEIEMENRFLTHY, I NHEIPNTZH DN SERVQUAL EF L NZFD T 7 ) =—3
A VETATHIEICERRMLETHA D, N0 —EADMEFALET LT, fxoH—
ERREE ORESCEE ZHET DA NSZ VDO TIEH L0, EAMIZIZEN L DERE D~ Y
AV EbED, P RMMARAE L LTREEL TV D ADMEEFMLE S & LT3,
ZrUIH L, BRENZB T 2@RTA RO EALSIFMHERICE ST U —F U ADEANFEE
(B ixStEE) b (bR 2009:102), A REEIZE L TWLETWDLHR, 2054
WZBWTHHE B IEA A REEROREEE TRV, Fio, 6 EMERNERHEO, Ao Y 7 —IZH
TEETVDIRITRALBE LDV R VAL R EITo TV D DI TRy, ZhbDZEnD, BEF
TFVOEMER 2 ZOE ZHBEOERI A ROV — 2 FEFHMMRE L U CGEAT 2 2 & 13R
WY THLEEZ D, WRTA READORNSLCEE Z M 5 HE O > TREZIERT 54
BNHAD, LL, WA A FPRIET 29— 2D EBEICHONWT, 5O AR HEREE D
FRHEAFE L TV D BRI O W TR O RN B 5 L B b, Z O8I W CEIIRET Tk <7210,
¥312, P—E RO EFIZ BV T SERVQUAL 5 /L & 13— & T L7238 LUWWFHH Tt
— B A E R ORFZE G TAERAE > TV A T2 (HRF 2008 72 &) . BT OBFZEEha & 5| X g X
HHR L TWLSRERNH D, FiizefF R a2k L, #EFEICED AR TunE iz,

2. SEOMRDELE

PLbo & o 7o a2 TR U A E ORI A ROV — & ZREH B 2 i ERE 2 55 7E L,
ZOEFHIR R OM TR Z T 5 Z & id, B IEHEEIC L s THERETHSH L LB, Zh
FTHERT A RBEADEINARSF L CE @R AT A ROV — & Al E72 S NS Hifr i FIZE 3
HHDEEZDL, WMUIRREZ#EETDZEICE) RNRHET 0 7T AOBIRENAEEL 720 |
FERELTCINETLURIZEORBWVERT A RERASOERIHIND EBZ DN TH D,

—J ., YRR EIZE SV ME T v 7T AR S LTH, TREED LD ITHEM
TEONE VI BBEICOW TR A LI L b s, Bifficitiiiz X Sz, BRI A FEn
9. WhIRBYEOBIGIZ BV THICHNE ARITH ~O RN Y — B R 2 B0 5] 2 & 2 A i a]
MM UCLBUR TR 22 KA T3 SN TR E W0 ) FREZEFIIHHER LT,
BED L Z A, WiRAA ROTRIEEFR TH DHATRALUTERY A Fioxt 3 28007207 — b &
FEfi L TRV, R THHAEAFITEICL > TTIBER Y A ROV —E X WEo B LE LIk
TEANR TS DY 7 —Raor 4 25l &2 A AT 2 EERERTH D, BFE, <O —E 2
MRIZIBNWT, R L DBERETENDL MBIV @BWEO— R (=7rr hATF—Y) &5
HEH70I0, R VALY RV D HE Gy 7 AT =) 2RESELEVIEBEZ L
N2 0 DO DB, FATEREERTA REDBHMRICBWTHZ DL H B2 FEHKITL
Fo A — MEH], R ORFIA LRI TN D DO TIERWTEA H D,

AWFGEA B LT, BRI A ROMAEDOIAKATFET H 2 & ~DRF I JURD b2 kYR

— 129 —



ARG R s TN TERT A PRS2 i~ SERVQUAL &7 /L 0 i Al et

— MRV LD/ TR, & 2 RITSEO M2 X 2 HE ORI 72 @R A
RS 7T TIREHEE O LEYEO IR LRI O T L OIS b AL 2500 L
R, BOLEEZENRA VXD U R e N TV ORRIBHCWN DRI A REFR— b L, #5382 L
BOflfEE DD Z LI, fERE L THARZIDAEAGRITHE I U CHERERIZ B O @ ORI %
Bra et 2 Z LICER - TN TIEA D,

ASEOMEITLL FOFIETHED THE, 5 1B E LT, SERVQUAL E7 /L0 5 kL 22 11
H3 L OWIH SERVQUAL ET /LD 10 BRESHZ L LARNL, RN - BN FEa—llLo
THGRET VAR T 5, TOBE, AAEANRITE & & BICBEADOERT A K, Wk T A R
DNTHATESAN S T — X ZWNET L. 4 FEZNENDERY A RORMT 59— B 2Dl
ONWTHERRSTZRFZLTWHAEELH Y, TOXy v TE2RATHZLICEERENLD EE R
HZMBETHD, KT, 7V =T REL LTOBRTA R LHBEICBE L TOBUGOR, 25
WY 7T —NFICA DR TRR Y A RERET D3I H D IATREDO N1 6 OB O 2 UL
HELIEWEEZD, $-. ThHDA o ZE2—EWIT LT, ¥ — B A WE MR B+ 2 T
DOWFFEENA O ST 21TV 2, B8 2 BERE & LT, IR T VICEE S Wil E 2345 L, /b
B T CTT A M EATV, BRSSO ETolod & 5 3 B ClrI KB e i 2 52kt
L. Wi EBFELI-WEE X TWD,

PLE®D K5 72 FINEIZ K 5 EERHIDDEFER 2 BT IR, BUREB K OEE OGN HHED 51T
WHBERT A ROMBICKT 57 7 a—F HHMERICH D L2 D, ENENDNHED D DR
ERETHIEICEST, AN DY R TV OBGE~OETE B LIZVWERED,

SEZM - 5| A

ARAL T (2005) [EFRA A RHFFED. AiTH B HE, 30 .

Asubonteng, P., McCleary, K. and Swan, J. (1996) SERVQUAL Revisited: A Critical Review of Service
Quality, 7he Journal of Services Marketing, 10 (6), 62-81.

Buttle, F. (1996) Servqual: Review, Critique, Research Agenda, Eurapean Journal of Marketing, 30 (1), 8-32.

Carman, J. (1990) Consumer Perceptions of Service Quality: An Assessment of the SERVQUAL
Dimensions, Journal of Retailing, 66 (1), 33-55.

Cronin, J., Brady, M. and Hult, G. (2000) Assessing the Effects of Quality, Value, and Customer Satisfaction
on Consumer Behavioral Intentions in Service Environments. Journal of Retailing, 76 (2), 193-218.

Fine, E. C. and Speer, J. H. (1985) Tour Guide Performances as Sight Secularization. Annals of Tourism
Research, 12, 73-95.

— 130 —



SCERFERCE T 21 %2 5 20U F LA

Geva, A. and Goldman, A. (1991) Satisfaction Measurement in Guided Tours. Annals of Tourism Research.
18, 177-185.

Heskett, J., Sasser, W. and Schlesinger, L. (1997) The Service Profit Chain, New York: The Free Press.

Hughes, K. (1991) Tourist Satisfaction: A Guided “Cultural” Tour in North Queensland. Australian
Psychologist, 26 (3), 166-171.

BT EHEEE SEAT ] (2007)
http://www.mlit.go.jp/common/000059069.pdf

ekt (2009) TEDEGEFR Y A REROBUR L5318, TRaERERE] 12 5, 101-113.

Knutson, B., Wullaert, C.; Patton, M., & Yokoyama, F. (1990). LODGSERV: a service quality index for the
lodging industry. Hospitality Research Journal, 14(2), 277-284.

NReheT et — A R L F A 0—F 0 ReT 7 e F 4 — R (2004) A5 EE,
MR, [—bt R - v A =GN T Tr—F (L)), €7V - =FTalr—var.

Mancini, M. (2001) Conalucting Tours, 3™ ed., USA: Delmar Thomson Learning.

FRBE A (2007) T — & 2 S ORIE R EEIZBE T 2 SEREMFE — SERVQUAL O st — 1. [HiE
Bt R gE], 11(6), 39-54.

FATES N (2008) THH—E ASVE DORIT—T F A h~A 72K B BHERT 7 — FOEMWESHT— I,
R E RS R Ege ], 13(1) (2), 43-57.

AARBIFBER Y = 79 A N GEIRT A REEHEI O A 1)
http://www.jnto.go.jp/jpn/interpreter_guide_exams/successful_examinee_info.html

(2010 4= 10 A 19 H ).

Parasuraman, A., Zeithaml V. and Berry, L. (1985) A Conceptual Model of Service Quality and Implications
for Further Research, Journal of Marketing, 49, Fall, 41-50.

Parasuraman, A., Zeithaml V. and Berry, L. (1988) Servqual: A Multiple Item Scale for Measuring Consumer
Perceptions of Service Quality, Journal of Retailing, 64 (1), 12-40.

Ryan, C. and Dewar, K. (1995) Evaluating the Communication Process between Interpreter and Visitor,
Tourism Management, 16 (4), 295-303.

— 131 —



ARG R s TN TERT A PRS2 i~ SERVQUAL &7 /L 0 i Al et

AN B AR G@ER S UGA) 7 =7 V1 b http://lwww.jga21c.or.jp/guide_search.html
(2010 45 11 A 3 ARIE).

Stevens, P., Knutson, B., & Patton, M. (1995, April). DINESERV:A Tool for Measuring Service Quality in
Restaurants. 7/e Cornell Hotel and Restaurant Administration Quarterly, 56-60.

MR (2007) [AMEABEE O BARHERICBI T 5058 — EERBDE O BUR O & 2EM 72
FATHE OB EZFL & LT —], MERmECEZE], 10(1), 11-21.

T~ - Px—F L (2008) THERATA REEZE 225 —36 HANE 1000 5 A~DiEE— | [#ET)
rF~UL « P —F /1] 200849 A 29 HE-. 10-14.

WARENEEOER A UEASA L RERSE 5 +5) P “OF L] = HiEfEE =Ius
http://law.e-gov.go.jp/htmldata/S24/S24H0210.html (2010 4F 10 H 1 H ).

RENTOH Y HHERAFEREE (2009) BULT .

mm

WEHRIEEDOA KD B Y TTaTid R s (2010)  BDET

nu
%}#}

mm

REANLHIEOH Y I7IZBT % PG E (2010) WHRENLOH Y FFICET 2 MR .

%Hju
i

WAREN Lt RS A F WA E (2008)  [E1A2EE .

ERAA RAXLNT v 7 - 70y 7 AREESEERES (2007)  EHLLEH .
WRLEOFL [HA@RT AT I —) 7n s

http://blog.goo.ne.jp/kan-ok/e/4825732che2121d3b465e551¢5023b0b

(2010 47 10 A 15 HBI).

ERERFLA- (2009) TH—EADEZRET S HRK & X DORBENTONT —REE - AR
T —eAzplL LT, MRl 3, 113-129.

Zhang, Z. and Chow, I. (2004) Application of Importance-Performance Model in Tour Guides’ Performance:
Evidence from Mainland Chinese Outbound Visitors in Hong Kong, Tourism Management, 25 (1), 81-91.

— 132 —



SCERFERCE T 21 %2 5 20U F LA

=3
I E@RAA FOZIIEANFEEETHY, WO HEEZET HEORKROFETITENOIRIT
EHTH D, BIEA T2 RERD D FRITEMII R FIRITEEO A 23y o RERFT &/
AN REESHTHY | BE T [RIERKITSH) EMREND, @E, 515, FIERD
SRR EELEDDL EnbILD, LM LERLETIE, A ¥ —Fy hOBRIZED, WEg»H AR
ZEHN D AMENFRITHE OFRATIREDEAMEBET L TWD 720, BARDA Ny RiR{Ta4k
ERAETICHRTORT ARLBE FEAEHEFE - AT 57— AR TWD, ZhictE
W, BARENTOERT A RIZOWThH, A 37 2 REATaE %8 S FIONE AR T DM 4
DOWERAIA R FRTIEMENALND LI > TE 7, FFIT, 2006 4£2 [HEFR AT A iR
VAT N BEASHTHLIE, MR DIC L THARENOBEBRY A RERZE, BHiEa
27 KL, PRETTELL91CoT, Fo, "2eH, ¥ 7 v—247 P o A AR @gE
IZREN O Tl &[RRI A FOFRAKET 57— A b %<, ARl - #EER E AAROEH
{LIRBR D FEE, AT A5 OIS, @RV A ROREITLOSHLAHETT LTV D (bRt
2009:103-104),

2 THEREANLHEDOSH Y HFIZHET HHHEMELE T 2T 2RITTE=—X) OEEp] L
LT, 1~ 2B OEREOTA T 4V TRHEBR DB VO ERVEERT D, TV
TEPDOEMEE DAY 7T —IXRE, Yav s BEERLDIIRNEDOLONRELL
INHOY T —ITxt L TENEEY 7 — OEITICHERIKBO T A N7 THaoThY, BfT0R’
BTN D X 9 7o AARSUECHIBRS I B9 2 M E 2R T L B2 W & T 5 BT b Sh
T3,

3 THRENLHIEOAKO DV HikitTak FE@EE] (BDET 2010:39-40) TITAAITRHITKS
T AR TV TREOREREFIH L, @RTA NICHERGES & L TRITSIENZET T 5
DIFOFHE, @B, @FRAECZ VT 4, @ftfEEH, ThHr L LTnD, OLQIFYRDOAF
NV, BISTIEOLE@DIZI DKRETHD EOBREZRE L TVD, o, BEEREESCARMNGE
FRMHEVEETHL EOFRALBHINTND,

i

[

4 2008 4 10 A [H LA @E RGBSR RBUCE RS R Lz @
DWEIZL D,

ARRN TR FE R A

5 fEEIE A B ARBDGE R H 2 (IGA) Dk — 52— (http://www.jga2lc.or.jp/guide_search.html)
W22 &, RMSTBOBERTA FOT 7 EEILLTOEY, Afk Bifke LTH 2 »FEE2R
i UBEE H 423 180 HUA RIC72 % & AMDE BB LD, ARRIZIEY 6 A & 2 A DF 2 E]
VEER BT REZBESICRN - FE L2 TAK LTI 26720 (RAlE LTILCT#
B 10 [ LA E, I.C.T. &% INCLUSIVE CONDUCTED TOUR OISR T, TRRICE V@R A A K
BEATT 27NV —T7hATH4ET ). Bk CHIBLEHEN 60 H A2, BEEFBANGI 1 44
MRS 5 & BRRICRATT D ERNE LD, CHCIGA AR 1 AR, EHH60 HELT,

— 133 —



ARG LR s TNV TERT A PRS2 i~ SERVQUAL &7 /L 0 i Al et

6 200644 A, fEROBRENEEDEBRENLBEICKEBLIOCABEREINZE., 2nE T
DOMEREN LTI 2 THEAF RO KIEN TOLIEEN T 5 Z & O TE 2 MR REBEREN OB
DARR S 7o, HUsBREBEREN IOV TIE, #BTE RS M PR E i iR A N - akliR & 52k ¢ &
%, 2010 4 11 ABITE, MURIREBRENLERZEAL TWAH O, duifhE, & TR, AR,
Erid I, R, RO 6 ERTH B,

7 GERLTOFR THEFGERT BT 21— 7 aJ, http://blog.goo.ne.jp/kan-ok/e/4825732che2121d3b
465e551¢5023b0b  NPO VE A H ABREZN LS, BERMAM M ZAKIC L D52 2 b (2008 4
8 H 23 H),

Al

il

8 HTE. H ABUNB R O &R — & ~2— ¥ (http://www.jnto.go.jp/jpn/interpreter_guide_exams/
successful_examinee_info.html) THAS STV DR T A REURIZLL O 5 R TH 5, ik
N BABDGER E 2 GA). WHFHE 2 A ABEREN LEE FG), FrEEEFNEEIEAN - @R
HAR&IAI 2=l — 3« AF/UHFFES (GICSS), HEEEERZEMN 12 (CG0), NPOEA
H AU RER A (WCEE), E72. ZhHLISMT 62 < OFADEREN LHES 35 ROED 5
JRFRE L TEBIA T > T 0 . EFRHII L TE < OMERFEL TV D,

9 SEIREN L L EES T EEREE (2008:87) OFEFERIC LD, BRENLOFEKE S
BICxtd 52 28R (xIRE 10,403 4 ) I X DR, AREIEHIL 3,446, B L TWH A
A FEAICET 2 RN HOWTIERAZIRIZA RN 1,006 (EEREIET), HEKEITEROTA4 FHE
TR~DIATTHE,

10 [A k,

11 ¥—¥EvR-7a7 v k- F=—22 (Service Profit Chain) & LTI 541575 % )5 (Heskett, Sasser
and Schlesinger 1997) 12 X 5 &, H—EZMRICHB O TREEENRFF L <@ 2 8RES D 2
D5 ENNEEBDOAFENE L P — AR EOH 2 &, TR LB L OEEr A Y 7 1
WY | K OTE BB ZUFREICH OO LS Tnd, FIEO—HE2FHOEER DO DB
BEo< Y GREN, WHE, BEREOHIRZE, HRIRE) ICRETD2IEICED . AHERD R
b,

— 134 —



