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The food and catering business in places of tourism:
changes that need to be made

Yasumasa Ushida

Abstract

Current indications show that the demand for Japanese domestic travel is in decline. A number of possible
reasons to explain this decline can be cited, and include: the general economic recession; continued limited
uptake of holiday entitlement amongst Japanese employees, and the comparatively low quality of some
domestic accommodations. In addition to this broad range of causes, restaurant services in many of Japan’s
domestic tourist centers are often seen as providing poor value for money. Supporting these ideas a survey
carried out in 2006 titled jittar to shiko [Reality and Orientation] highlighted four principal issues related to
tourist dissatisfaction with domestic travel. These centered around transport access, the facilities provided at
places of tourism, the quality of accommodation and the services provided by catering and restaurants.

Focusing on catering and restaurants further, the same report revealed that some 18.8% - about one in five -
of domestic tourists showed dissatisfaction with food and/or restaurants at places they visited. This
dissatisfaction related to issues of cost, food quality (taste), service and, hygiene; with cost being the most
important cause of tourist complaint. In this paper, the author analyses these four key issues in turn and
considers how they might be resolved.

By emphasizing sustainability, the author indicates that the best solutions are those that tourism locations
can adopt without compromising their ability to provide visitors with a ‘special’ experience that is outside
everyday existence. Moreover, based on the actual experiences of the food service industry over the past 40
years, it is shown that it is important to implement mechanisms that maintain both product quality and
service quality, while at the same time allowing for innovation in food service industry employment and the

overall approach to the tourist experience.
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