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Revitalizing Ikaho Spa-resort
—Mindset and Sense of Community
among Hotel Business Managers Reconsidered —

Takashi TODOKORO

Summary

Ikaho in Gunma is one of the most famous spa-resorts in Japan. Its main area
called "Ishidan-gai" was constructed about 420 years ago. In 1893 an Imperial summer
villa was built in Tkaho. In 1910 railway transport was directly established between
Tokyo and ITkaho, much faster than other places, which has contributed to ranking
Ikaho high among summer resorts. Many writers and artists have visited and loved

Ikaho. Tokutomi Roka (1868-1927), a novelist who laid the setting of his "Hototogisu"
in Ikaho and Takehisa Yumeji (1885-1934) known by his bijin-ga paintings of beautiful
women are among them.

With those long and distinguished history and traditions, hotels and Japanese-style
inns have varied much in character. Every manager has been eager to improve their
business environment in each special way. Customer satisfaction level is high : a 56%
satisfied vs. a 10% unsatisfied.

However, managers and citizens alike sigh over lack of cooperation in Ikaho spa-
resort as a whole.

In order to assess what is really going on and analyze the problems involved, a
survey covering all the hotel and Japanese-style inn managers in Ikaho was conducted
in autumn of 2004 about their mindset and sense of community. The survey was done
by questionnaire and interviewing.

Through the survey, the following four conflicting perspectives and lack of mutual
trust are found to have prevented Ikaho spa-resort from taking full advantage of its
collective strengths.

(1) tensions between historic Tkaho districts and newly-developed districts
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(2) conflicts between old-established hotels and inns and newly-established ones

(3) rifts developing between Ikaho spa-resort business people and ordinary citizens

(4)  want of mutual trust between Ikaho municipal administration and the private

sectors

In the era of combined wisdom in which people value information highly, just one
piece of bad news from a local business rushes through all over Japan and the world
in no time and degrades not only that local business but also the local community
as a whole. The more famous the local community is, the more serious the influence
of the bad news is in every corner of the local community.

When the local community manages to cooperate collectively, on the other hand, it
generates a synergistic effect beyond anyone's expectation. In addition to individual
business effort, Ikaho spa-resort needs mutual collaboration among varied business
establishments, the municipal government and the citizens.

Ikaho spa-resort has systematized and established their business models so far from
the view points of business owners, employers, managers and service providers. From
now on those business models have to be switched to systems restructured from the
view points of local identity, employees and consumers. Land use and sights and sounds
of Tkaho need to be checked from the view point of consumers.

Until now "Our Customers Are Everything" policy has been constantly on the lips
of any manager of hotels and inns in Tkaho. That policy, however, has been postured
by such mind-set as cares only about one's own business; in rivalry among hotels
and inns, "Our Customers Are Everything" for "us" but "their customers are nothing
for us." The hotels and inns have failed to foster a strong sense of unity in Ikaho
community as a whole, which has hindered Ikaho from becoming more interesting
place to visit and stay.

The problems in Ikaho can be evolved into its revitalization by holding meetings
with many local participants and conducting a frank exchange of views on Ikaho's
future. In the course of those discussions, people are sure to overcome conflicts and
deepen mutual understanding and trust among themselves. When people in Ikaho have
a clear picture of Ikaho's future in common, the processs of realizing the vision can
unite all the parties concerned, make them cooperate and continue to make efforts
for a win-win situation.

Tkaho has already had a lot of human resources and local resources. Common vision

and cooperation are the keys to Ikaho's revitalization.
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