
What was the challenge?
Many the inbound visitors to the Kumano 
Kodo use buses to travel between their ac-
commodation and the recommended start 
points of walking routes. There are four 
different bus companies that operate in the 
area. However, the drivers of each company 
can only speak Japanese and the extent to 
how much the companies had tried to cater 
to foreign guests varied significantly. With a 
large number of English, Chinese, and Kore-
an speaking passengers, drivers could only 
communicate using a limited vocabulary and 
gestures. This led to increased stress on the 
part of the drivers and a situation where the 
passengers were unable to effectively com-
municate their questions. 
Questions about how to pay the fare, how 
long it would take to get to their destination, 
where to go after disembarking, and where 
the closest bus stop was to their accommo-
dation were particularly common.

What was the solution?
Bus drivers differ significantly from those 
working at the tourist information centres. 
They are bound to strict time schedules 
and are thus unable to dedicate much time 
to talking to passengers. For this reason, it 
was essential to create a tool that would 
speed up the interaction with the passenger 
and allow them to solve their queries within 
roughly 10 seconds. We surveyed bus driv-
ers from each company about the questions 
they were most asked and created a tool 
that meant they would only have to point 
to communicate. Because each of the four 
companies operate different routes and ar-
eas, we adjusted the questions and answers 
based on their requirements. Furthermore, 
to make it easier for the passengers, we 
distributed the tool throughout the bus so 
that the passenger would be able to think 
about their question before interacting with 
the driver.

What was the effect?
After implementing this tool, the drivers 
were able to comprehend the vast majority 
of the questions posed to them and answer 
them appropriately. Additionally, because 
the customers were able to see the ques-
tions and often find the answers whilst still 
remaining in their seats, questions posed 
to drivers decreased, helping the drivers 
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tremendously. Because of this, we were 
able to make their journey less stressful and 
more comfortable.
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Kumano Foreign Tourist Transport Promotion 
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