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This study aims to develop multi-item scale for measuring foreign visitor’ s
perceptions of service quality being provided by guide-interpreters in Japan. Based on literature reviews
of existing models of service quality measurement, combined with research outcomes regarding roles of
tour guides, qualitative research was conducted, which resulted in 30 item hypothetical scale. In order
to }estdthe scale, questionnaire survey was conducted. The data obtained from the survey has been
analysed.
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A guide tells unwritten background information/
stories which are not usually found in guidebooks
and/or Wikipediaand alike.
A guide provides personalised storytelling regarding
the topic/place of interest by showing the guide's
own experience.
A guide gives access to something | wouldn't be able
to see/do without a guide.
A guide provides a short cut to the admission of the
place of interest.
A guide shows me side streets, small shops and
restaurants which are not on guidebooks.
You are encouraged by a guide to treat with respect
the environment, wildlife, sights and monuments,
and also local customs and sensitivities.
A guide shows me how to do things in the country
visited.
A guide makes me feel safe, comfortable and taken
care of.
A guide shows enthusiasm.
A guide has good and neat appearance.
A guideis smiley, friendly, approachable and
personal.
A guideis polite.
A guideis being him/herself and does not pretend
someone else.
A guide ensures freedom to ask questions.
A guide pitchesto theright level of my knowledge
and needs.
A guidetell storiesin away that evokes my interest.
A guide stops telling if | suggest disinterest.
A guide listen to me and check carefully what | want.
A guide check and keeps adequately paced walk.
A guide provide good navigation so that | can grasp
geography of visited area.
A guide gives me timeframe and ensures itinerary
under control.
A guideisflexible to offer aternative itinerary when
necessary.
A guide communicates with me in the language of
my choice.
A guide provides an objective understanding of the
place visited, free from prejudice or propaganda.
A guide ensures that what is presented as fact is
accurate, and that a clear distinction is made between
fact and stories, legends, traditions, or opinions.
A guide provides necessary information and
knowledge about the place visited.
A guide understands my national character.
A guide understands my religious orientation.



29. A guide has up to date knowledge about places
favoured by foreign visitors.

30. A guide has his’/her own unique guiding content such
as aparticular domain of art.
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