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This study conducted both theoretical systematization and empirical
research on the creation of social value through DMOs. This is a rare study that specializes in this
aspect and contributes to domestic and international research on the social impacts of tourism.
Theoretically, the social roles of DMOs were classified into three phases (goods and services,
process, and governance). The way in which each of these is achieved was systematically discussed
with the help of the "social quality approach” and other approaches. On the other hand, the field
survey revealed real problems that Japanese DMOs face in creating social value, ranging from micro
issues such as unstable governance due to public-private partnerships to macro issues such as "
fluctuation™ in the organizational image, business structure, and organizational culture.
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