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Thank you very much and thank you Governor Koike for inviting me to be on
this panel. As you know and as the governor said, | lived here for four years as
the wife of the US Ambassador to Japan and | grew to love Japan so much.
And during my time here | saw lots of opportunities that | thought the rest of
the western world should know more about Japan and | thought they were
opportunities to increase Japan’s visibility. So please understand that my
presentation today is with a great love for Japan and to try to help Japan with
some ideas that I think might be useful.

So | titled my presentation “Japan, An opportunity to make an impact in the



U.S. Market.” But of course this applies to Tokyo as well. As many of you know,
this is a very critical juncture in Japan’s quest to boost its position as a top
tourist destination and to develop initiatives that will open Japan’s door to an
increasing number of foreign Western tourists. I'm really focusing on Western
tourists, not tourists from this region. The Japan brand has a tremendous
opportunity to reach millions of Western visitors. As we all know, the goal that
Japan set for 20 million tourists was met early due to the number of factors
that's already exceeded and therefore you've doubled your goal. In order to
meet the goal, it's my suggestion and a lot of people’s suggestion that there's
things that Japan could do to increase this number and make it to 40 million.

Of course the Olympics is an opportunity to create sustained tourism growth.
London mounted a 4-year coordinated campaign. It worked very hard before
the Olympics, during the Olympics and it's seen sustained growth after the
Olympics. So | think we could look at London as a best practice. According to
a recent McKinsey study, part of the success due at the London Olympics was
that they created a public/private partnership to drive their initiatives. They had
meticulous planning. They had a large scale marketing strategy and they had a
lot of collaboration between all the entities to push the brand and to push the
initiatives that they set forth. And this resulted in great growth in tourism in
London that has been sustained beyond the Olympics, as opposed to some of
the other cities in which they didn’t see as great a tourism growth. So looking
at some of the best practices, particularly London, would be very helpful for
Tokyo.

So thus the stage is set, but to capture the opportunity for the Western
audience, the brand strategy and your execution must be right. While JTA and
JNTO have been wildly successful in attracting the Asian market, we believe
there are many opportunities to strengthen the Japan brand in the United
States. Most top tourist destinations are very diversified. However, in Japan
72% of the international tourists are from this region. This is compared with
other places like the United States and Thailand for example in which at least
a third are from other areas. So Japan’s got a very very concentrated amount
of tourism just from this region and in order to sustain its growth it needs to
expand beyond just East Asia. We believe that the Japan brand is missing
some opportunities in the United States. The United States is romanced all the
time. We hear advertisements on television everywhere from China, Taiwan,
Hong Kong, Thailand, but not from Japan. In fact, yesterday | was talking to a
visitor who is here for a conference that I'm putting on and he said, “I've never



been to Japan. It's like, fantastic.” And he said, “| never hear about it. | hear
about all other places but | never hear anything about Japan.” So that’s an
opportunity to get the message out about how great and awesome Japan is.
By September of 2016, US visitors in Japan were only one million. We believe
this is just a fraction of the potential. So if you look at the Japan brand
communication landscape as it relates to the US market and other English
speaking visitors, we can kind of see some reasons why the potential hasn’t
been reached.

Relevancy... The message that we send to the US market needs to be
relevant to them. Past campaigns and initiatives... please understand I'm
doing, I'm making these comments from a point of total respect for Japan and
love for Japan but also wanting to have you understand that sometimes we've
used the wrong language with the wrong content for the US and Western
markets and that results in a sub-optimal impact.

For example, “Yokoso Japan”. Nobody in the west knows what Yokoso
means. So that’s a great thing once you know Japan, but when you're in the
United States that has no meaning to us. “Japan Thank You”. Well that is also
a mistake in English because | think the message there was supposed to be
after the great earthquake tsunami and nuclear disaster, Japan wanted to
thank the world for its help. So it should be “Japan Thanks You”, right? So that
was also a miss in language.

And the latest logo... I'm not sure | totally understand what it means and if it
has a meaning, it's not been expressed to people in the United States to
understand how they're supposed to play with this ampersand and what it
means. So it's also an opportunity to create awareness.

Many of the websites are mainly in Japanese. There's been some effort to
make them in English but it's still... most of it is in Japanese, which is very
hard for us to navigate and use. Studies have also shown that many US
tourists don’t even know the top assets in Japan... and even in Tokyo. People
say to me all the time, “What should | do? Where should | go?” That should be
really evident to people, especially now on the Internet. They should be able to
go to awesome sites with awesome branding and they should be able to figure
out where to go. But a very recent study showed that people have no idea
what the top assets are in Japan.

And the information that’s out there needs to be both useful and aspirational.
Sometimes it's confusing and uninspiring, simplistic, using clichés and not
natural English speaking. Just a couple examples of things that are overly



simplistic and just using clichés. As a result some of these campaigns and
communications have created an inaccurate stereotype of Japan as a country
that is confusing to get around in, expensive and too overwhelming of a
destination. | hear all the time, “Isn’t Japan so expensive? | don't know if I'm
going to be able to get around there.” And I'm saying, “Oh yes, you're going
totally be able to get around in Japan.” But that message hasn’t gotten through
to the US market and the Western market.

Expensive... Let me just talk a little bit about that. | read recently that on a
Japanese website for hotels in Japan 55% of the hotels on that website are for
$120 or less, which is a reasonable price for a hotel. However, the US website
18% shows hotels that are $120 or less. So the perception is that the hotels
here are super expensive. Yet there are at least, you know, many many many
that are reasonably priced but it's not on the English websites so that we don’t
know about them. And this kind of concept of difficulty is reinforced by
inaccessibility to the rail passes or exchanging money. | mean here it's difficult.
It's getting better but you have to go to a 7-Eleven or one of those places to
exchange money. That is not known by a lot of us in America. Unless we've
lived here we know that.

Rail passes, you have... you couldn't buy your “JAPAN RAIL PASS”, but you
still have to get to the train station to be able to get it. You can't do any of this
on your phone or over the Internet which in this day and age using the Internet
and being able to do all this stuff mobile--Japan is the leading technology
country in the world. We should be able to have all this stuff accessible digitally.
So again we reinforce this idea that people here don’'t speak English and
they're not welcome.

On the whole, past communications have perpetrated a one-dimensional
image of Japan without creating this affinity for modern Japan thereby not
reinforcing the perception that Japan is one of the most desirable vacation
destinations in the world. | truly believe that if you want to take a trip to Asia,
Japan is where you should go. But Japan needs to step up and Tokyo needs
to step up to make sure that the people in the United States understand this.

And so to increase the US interest in Japan, we need to do a shift like | was
saying. This is what needs to be required. We need to revitalize the Japan
brand for the US market. We need to target it to what US people and Western
visitors find interesting. To do so we need to answer these questions. What is
Japan today and why is that appealing to the US market? Japan obviously has
strong awareness based on its portrayal in popular western movies and its
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increasing international recognition of prominent Japanese artists, directors
and pop artists and its increasing international recognition of fashion designers,
musicians and architects. A Japan revitalization campaign can leverage these
existing images but must go beyond the clichés and the stereotypes to portray
Japan accurately and aspirationally.

The ideal communication strategy therefore would combine the existing
images of the exciting modern and fascinating traditional face of Japan--a
Mecca for fashionable clothing, bars and restaurants. The best restaurants in
the world are here, yet if you talk to tourists they don'’t totally understand that
unless they have an affinity to Japan they know that, but just the widespread
image, they don’t understand that. State of the art architecture... the most
amazing architecture in Tokyo and Japan... with the best service. There is no
better service in the world than what you have in Japan, with both high tech
and high touch. The varied and complex elements of the Japan brand are
powerful assets. Japan is diversity unparalleled. It remains at the cutting edge
and compares favorably with anywhere else in the world. The old and the new,
modern and traditional, Japan is stimulating for the senses. Japan has an
abundance of activities to stimulate all senses from its exciting and endless
night life to its numerous theaters, to its amusement parks, game centers and
sporting activities, its stunning countryside. It is unbelievably inspiring. In
Japan, basic routines center around satisfying body, mind and soul. Relaxing
in an onsen or enjoying a massage or indulging in a culinary feast, Japan is
diversity unparalleled, stimulating for the senses and unbelievably inspiring.
The Japan brand is compelling.

So how do we communicate these messages in order to shift the US view of
Japan? That's what needs to be done. It's just a messaging situation. It's not
that Japan doesn’t have the most amazing assets and opportunities to create
incredible growth in tourism from the West. It's just a messaging thing. And to
do this we need to start with developing a brand revitalization strategy, defining
the brand proposition, personality and key messages to serve as a road map
for communication of the brand going forward targeted to the US and Western
market. We need to follow that development by execution of an integrated,
multi-dimensional communication strategy which is proactive and ongoing,
executed across all channels of advertising, web, events and PR... a real
coordinated campaign with private and public entities working together on a
brand that has been developed to attract the Western market.

So we need to create a meaningful and impactful revitalization and in order to
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do this we need people who truly understand Japan and the United States.
This strategy must be one which speaks exactly to what it means in a way that
resonates with the target, the US target, in an easy to understand and an easy
way to remember.

So | don't know if | took 20 minutes? | might have taken my 15 minutes, but
just the key take aways here should be that we need to embark on a new
targeted marketing campaign utilizing digital innovation, online marketing and
social media. Tokyo and Japan needs to work with tourism stakeholders who
are here in Japan, major hotel organizations that have a global view and know
the market in the United States, work with tourism stakeholders outside of
Japan and create a public/private partnership to collaborate and reinforce the
Japan brand and again learn from best practices worldwide.

Thank you.
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Yes, | agree that lighting could be great and | never really thought about the
fact that the skyline wasn’t illuminated in Tokyo because | have images of
iconic spots like Skytree or Tokyo Tower that is illuminated and changes colors
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sometimes. But in San Francisco when we opened up the reconstruction of the
Bay Bridge where I'm from, they did a project, a lighting project... I'm sure
you're aware of it... where an artist lit up the bridge, temporarily. It was a huge
attraction. It was just temporary, but now it's become permanent because it
was so fantastic and people loved it and you could sit at restaurants on the
promenade and see the lights and now it's a permanent thing. So | do think
that that’'s a great idea to come up with some project of maybe temporarily
having an event around it and seeing what kind of people you could draw to
that.
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| personally felt that’'s a good comment. | think that people do think the chaos
of... like the intersection at Shibuya or that wild excitement is here. So | agree
we shouldn't be all order, but again the contrast. That’'s one... you know,
Japan has tons of assets. It's not like you have to create new assets. You have
them here. It's just a communication thing and a branding it to appeal to the
Western market. | think it's very simple. You have tons of opportunity.
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Thank you for your comment.
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| totally agree. Not only in the translation but in the branding, we should
have... if we're going to be targeting Western US market we should be using
native American or native US English speakers for the branding as well,
because even Japan, if you know how to speak English, you might not be able
to get the right message that would appeal to the market. So you have to go
and do a whole study of what it is that would appeal to our market and you
need to brand to that target, not just with Japanese people who can speak
English. It needs to be native people who understand Japan. That's my view
on that thing.
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Right. | totally agree and so what we're all kind of saying, the English
speakers here, is that it needs to start over and hiring a company... | think
Governor would maybe agree with this... that sits and analyzes where you are,
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strengths, weaknesses, opportunities, and creates a new brand message
that’s targeted to the audience either US or Western as a whole and is not just
created by Japanese people who can speak English because as you said it's
awkward, it's not natural and sometimes things appeal to us that might not be
as appealing to the Japanese or vice versa. And that's what | was saying.
There's clichés that all we hear about are cherry blossoms or Mount Fuiji, but
there's millions of other unbelievable assets here and branding abilities, but
you need to have the right agency that’s going to sit and analyze it and do a
study. The first step is figure out where you're missing. What you need to do.
You know, we can't just the three of us come up with an idea. You need to hire
a good agency that knows the global aspect. And one other point that |
mentioned and | think you have some assets here that you can tap are like the
global stakeholders that are already in Tokyo. So there's many global
stakeholders already here that know Japan, know the world and kind of see
where there's misses here that are easy opportunities to fix. So work with them
as well and | know that JNTO is starting to work with them, but there's still lots
of opportunities.
[AfRER]
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