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Healings at resorts from the viewpoint of interpersonal service.

Yamaguchi, Kazumi

4,300,000

The interviews were conducted with hotels at resort in Japan and in the United

States.The results of interviews revealed that two kinds of services, “ service concerned with tourist’s
ﬁrivacy” and “ service based on individual tourist needs® , were important to enhance tourist"s emotional
ealing and tourist satisfaction. Based on the results, we postulated four hypotheses. This study was
conducted by Internet survey. We collected 624 tourist evaluations. Covariance structure analysis was
performed. Interpersonal service was a significant antecedent of tourist"s emotional experiences.
Tourist®s emotional experiences si?nificantly affected tourist satisfaction, trust and loyalty behavior.
We also collected 413 employee evaluations. We postulated three hypotheses. This study was conducted by
Internet survey. Covariance structure analysis was performed. Reward and training, information system,
empowment significantly affected job satisfaction and interpersonal service.
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