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The Impact of Language Service on The Shopping Experience of International Tourists
Jingting Huang

Abstract: This paper deals with the research carried out on the impact of language service for international tourists visiting
Japan. It presents findings obtained from a survey gathering 285 on-site responses at a specific store and a questionnaire
for a street survey with 69 respondents. The findings show a positive but weak correlation between language service and
tourists' purchase results. In addition, service delivered in tourists' own language or in English shows distinct advantages
in terms of tourists' satisfaction and their recommendation for the brand. However, service delivered in Japanese shows

some potential power which cannot be ignored during tourists' shopping experience.

1.Introduction

Maybe you speak several languages which enable you to
meet even a tiny wish when you travel abroad. Could you
speak Japanese? And will you expect a multilingual
environment when you travel around Japan? Known for its
meticulous and considerate features, service in Japan is so
appealing that most tourists from other countries want to
experience it in person. This is a good opportunity for Japan,
but being a largely monolingual country, it is very challenging
as well. Japan is trying to achieve a deeper understanding on
how to keep visitors highly satisfied or what make
international tourists hesitate to visit and to buy in Japan.
Language barriers expressed by international tourists as
"Unable to communicate with staff" in a governmental
survey, was given as the most troublesome items in the past
three years. In order to solve this problem, Japan has
increased investment immensely on improving language
service with the aim of creating a friendly multilingual
environment. Not only public sector, but more and more
private business units, SMEs and large firms were involved
in multilingual popularization around the nation.

However, few attempts have been made asking about the
reason to do so. Why is it necessary to invest in language
service? How is the shopping experience of international
tourists affected by language service? What do they really
expect? Does language service really benefit international
tourists as well as the sales of service providers? How to
make judgements on whether to invest in language service in

a business or not?

2. Objective

The purpose of this paper is to address the impact of language

service from a business perspective. Language service in this
research is defined as conversational offerings whenever
guidance or oral communication is needed in the service
encounter between international tourists and service
providers.

3. Preceding Research

There was a great deal of research on the role language plays
in tourism. Awareness of technical application and high
concern for paper-based or internet-based multilingualism
were shown in Japanese literature. Discussion flourished in
tourism marketing research which included language as a
part of service can be found in English literature.

Even though the research perspectives were different
from each other, both Japanese and English research
developed discussion with the same prerequisite, that
language service has a positive impact on business. Does
language service affect tourist experience and business in a
positive way which is taken for granted? This paper will
investigate this fundamental point.

4. Research Method

The research consisted of two parts.

(1) Quantitative research was conducted at a certain store to
gather purchase data from international tourists who had
received language service. In this part, sample data was
categorized into three groups in accordance with different
language service: mother tongue service, English service and
Japanese service. Correlation analysis for data from all these
three groups was conducted to investigate the association
between service language and purchase results. Moreover,

analysis of variance was undertaken to explore if there is
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difference resulting from different language service. Long tail
analysis based on the logarithmic function was applied as
well to investigate the trend of each language service on
purchase results.

(2) Qualitative research was undertaken with a questionnaire
for international tourists. To achieve a deeper understanding
of the findings of quantitative research, the questionnaire
focused mainly on how international tourists feel about
language service during shopping. In addition to direct
inquiries about the impact of language service they felt on
their purchase results, the questionnaire was also designed to
investigate satisfaction on shopping experience under the
context of language service, with questions created inspired
by SERVQUAL and the JCSI model.

5. Results

(1) Results for quantitative research

285 sample were gathered. Pearson Correlation is 0.117
indicating a positive but weak correlation between language
service and purchase results.

The p-value (0.098) in ANOVA presents a significant
difference of purchase amount between different language
service groups. The feature of such difference is converse
comparing to the difference in terms of average price per

purchase item.

Mean of Purchase Amount
(interval=500)
Mean of Average Price per

=50)

Purchase Item (interval:

Japanese service English service Mother Fongue

———t—— Mean of Purchase Amount ~ S€TVice

=@ Mean of Average Price per Purchase Item
(Figure 1. ANOVA results of differences between language service groups)
In the logarithmic function analysis, maximum value of x-
intercept (2.2452) was found in mother tongue service, while
the second biggest was found in Japanese service rather than
English service.
(2) Results for qualitative research
69 people responded to the questionnaire. 43.5% of
respondents admitted their purchase would have positive
change, whereas 55.1% told that there would be no change in
their purchase results even after they received language
service provided in their mother tongue or in English. As to
the change of satisfaction, 69.6% of respondents agreed with

an improvement, others said there would be no change or

even negative change. The change about the possibility of
recommending to others showed almost the same result with
what it was of satisfaction. Besides, "convenience" was given
as the top reason for preference to mother tongue or English
service, while "experience and authenticity of travelling in
Japan" was the first motive for prefer service provided in
Japanese. As to factors influencing the shopping satisfaction,
language service doesn't affect as much as other factors.

38.00]

35.00-|

30.00

Frequency

17.00

14.00]

2.00] ,—‘

T T T T T T T
Cost WWeather Mine! Expectation  Language  Image and Other
Performance Service  Knowledge
for

merchandise

Reason

(Figure 2. Results of frequency analysis on factors affecting satisfaction)
6. Contributions

Language issues are something that service providers often
confront in their business practice. Like most of the other
services, language service has the characteristic of
intangibility and immeasurability. This is the first study
aiming at providing proofs for language service investment
from a business perspective. The research measured the
impact of multilingual service expanding in Japan throughout
data analysis for the first time. This research has examined the
impact of language service on purchase results and the
shopping experience of international tourists. It has
confirmed the positive impact of language service, including
the consumption potential in a high purchase amount and
satisfaction improvement during shopping. However, the
impact of language service is extremely limited. A
discrepancy between the actual impact language service may
have and people' common understanding about this issue is
pointed out in this research. The research has also found that
Japanese service should not be easily ignored, as it plays an
active role as well during international tourists' shopping
experience. To this point, this paper suggests that in business
practice, service providers ought to consider how to create
synergy between Japanese and other foreign languages if
they are delivering service in several different languages at
the same time, or, how to create and strengthen the advantage
of Japanese service if multilingual service has not yet become

available in their business.
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