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In Japan, DMOs are registered by Japan Tourism Agency, and they are required to collect data on the
satisfaction of visitors regularly as a Key Performance Indicator so that each agency is able to use data for
performance measurement and reflect on its policy. In this research, a DMO cooperates with a Roadside
Station and a university, and this enables DMOs with smaller number of staffs to collect data regularly. In
the survey, visitors to the Roadside station were asked to rate both expectations before coming to the Road-
side station and satisfaction after coming there on 5-point scale, in terms of functions and overall impression
on the Roadside station. Based on this satisfaction survey, the DMO and the Roadside station management
company are able to understand the functions which visitors are less satisified with the experience despite
they regard the functions important. The results of CS portfolio analysis and multiple regression analysis
in order to analyze relation between satisfaction rate and expectation showed that visitors expect little on
and were less satisfied with meals, traffic information, and tourist’s information in the Roadside station.
DMO and the Roadside station management company should prioritize working on them.
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