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This essay proposes new solutions to luggage, a problem that many tourists are 

concerned about when traveling. I will analyze the current solutions to the luggage problem, 

such as hotel services, coin lockers, museum cloakrooms, luggage delivery services, and the 

new service “ecbo cloak” from the perspective of Christensen’s job theory (Christensen, Hall, 

Dillon, & Duncan, 2017, p. 61). In addition, from interviews with friends, I analyze not only 

luggage issues, but also restaurant dilemmas. Ultimately, I propose a solution that combines 

luggage storage services with ideas to solve the restaurant dilemma and analyze its 

effectiveness. In this essay, I clarify the problem of luggage traveling alone, considering the 

current issues, exploring observations from the contents of the interviews with my friends, 

revealing restaurant issues that emerged from the interviews, and giving my solutions that 

combine luggage and restaurant issues. 

Creativity Literature Review: The Luggage Problem  

 First, I will explain what the “luggage problem” is. When we arrive at airports and 

train stations for travel and head for tourist destinations and hotels, many of us often carry 

large luggage. This problem occurs especially when the hotel is far from tourist spots and 

major train stations or when tourist spots are widely scattered in the city. If tourists continue 

sightseeing with large luggage, it will lead to fatigue, reduced travel distance, and stress on 

sightseeing, which causes a decrease in tourist satisfaction. 

 This luggage problem is also drawing attention in the Japanese tourism industry. The 

Ministry of Land, Infrastructure, and Transport (2014, p. 27) conducted a survey of the needs 

of “hands-free tourism,” which is a tourism style that does not carry luggage for foreigners 

visiting Japan for sightseeing. Also, according to Japan Tourism Agency (2016, p. 22), in the 

“Tourism Vision that Supports Tomorrow’s Japan,” that was formulated as a new tourism 

vision, one of the three crucial perspectives is “to create an environment where all travelers 

can enjoy sightseeing comfortably without stress.” From this perspective, the goal of 
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“realizing tourism that anyone can walk alone” is set. In other words, luggage is currently an 

important issue in tourism in Japan, and this essay aims to make suggestions for that issue. 

 By analyzing the solutions and ideas for this problem, I refer to Clayton M. 

Christensen’s theory of “The job to be done,” and according to Christensen et al. (2017, p. 

95), “Every job has a functional, a social, and emotional dimension, and the relative 

importance of these elements varies from job to job.” I focus on these three aspects from the 

publication and analyze this problem. In this baggage problem, I consider what part the job of 

depositing of traveler’s baggage has. First of all, most of them are the functional aspect of 

“sightseeing empty-handed” that makes traveling more accessible and allows a person to 

concentrate on sightseeing (Christensen et al., 2017, p. 62). On the other hand, it seems not to 

affect the functional or emotional side of what can be imagined from the current state of 

luggage storage services and represent the existing services (Christensen et al., 2017, p. 69). 

In other words, it is essential to have a solution that focuses not only on this functional 

aspect, but also on the social and emotional aspects. In the next section, I will analyze the 

current luggage storage service using this idea. 

Current Situation Analysis 

According to the Ministry of Land, Infrastructure, Transport and Tourism (2014, p. 

9), three services contribute to tourists' empty-handed tourism: delivery service, temporary 

storage at stations, and temporary storage at commercial facilities. In this chapter, I will 

analyze the characteristics of these three services from my experience and information from 

the service company's HP. I analyze "Airporter" for delivery services, coin lockers for 

temporary storage at stations, hotel services for temporary storage at commercial facilities, 

cloakrooms for museums and galleries, and “ecbo Cloak.” 

Hotel Services  

 Luggage storage service is provided for guests at the hotel (Wencesla Square Hotel in 

Prague, Hotel Esmeralda in Paris, Hotel Motel One Manchester-Royal Exchange, Cantera 
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Watergate Pavilion Hotel Bangkok). This service is free and can be used even from the time 

before check-in. However, only those who stay at the hotel can use this service. Therefore, 

the majority of tourists have few chances to use it. In addition, the value of the service varies 

depending on the location of the hotel. According to interviews with 10 friends from Turkey, 

France, South Korea, and the Czech Republic, the convenience of the hotel's luggage storage 

service varies depending on the hotel's location and the distance between the tourist bases. 

For example, if your hotel is located between a major train station or airport and a tourist 

destination, the value of this service will be high. However, if the hotel is far from the main 

train station or airport, or if the tourist spots are scattered all over the city, it will be a loss of 

time to leave your luggage at the hotel and then go sightseeing. In this case, the value of this 

service is low. From this interview, I found that the location of the hotel fluctuates the value 

and demand for the service. 

Coin Lockers 

 Coin lockers are installed at major stations in cities such as London, Manchester, 

Paris, and Vienna, where I traveled, and can be used by anyone at a low price. Also, if you 

use coin lockers at major stations, transportation is very convenient. On the other hand, the 

fact that it is located at a major station is also a problem of use. The reason is that there are 

many users. The main stations are used not only by tourists but also by people in the area. 

Therefore, people other than tourists may use coin lockers. Also, since the main stations are 

important stations for tourists, many tourists consider using coin lockers at those stations. 

They are used by many in limited lockers. Storage does not guarantee that we will be able to 

use it. Many of the friends I interviewed also had the experience of not using the coin lockers 

at the station. In other words, although coin lockers satisfy the functional aspect of depositing 

luggage, there are problems such as uncertainty as to whether or not they can be used and if 

there are no alternatives if they cannot be used. 

Cloakrooms in Museums and Galleries  
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 Famous tourist destinations such as the Louvre Museum in France and the British 

Museum in London, where I traveled, have cloakrooms. Users can leave their luggage for a 

fee or for free. The advantage of this is that you can actually enjoy the tourist spots over time. 

However, there are some problems. Prices vary from museum to museum, and the service 

cannot be used for sightseeing outside the museum, and there is luggage when traveling to or 

from the museum to the next tourist destination. The main purpose of the cloakroom is not to 

improve tourist satisfaction, but to preserve works of art and buildings. According to the 

visitor pamphlet of the Palace of Versailles, it is obligatory to leave specific luggage for the 

preservation of the building. 

Airporter: Luggage Delivery Service  

 This is a luggage delivery service from the airport to the accommodation facility and 

from the accommodation facility to the airport. This service eliminates the waste of time and 

travel to the hotel, eliminates differences in hotel location conditions, and improves the 

convenience of the hotel’s luggage storage service.  

 There is also a parcel delivery service from the airport to the accommodation facility 

and from the accommodation facility to the airport. This service eliminates the waste of time 

and travel to the hotel, eliminates differences in hotel location conditions, and improves the 

convenience of the hotel’s luggage storage service. The issues with this are price and 

penetration. According to a survey by the Ministry of Land, Infrastructure, Transport, and 

Tourism (2014, p. 14 & 25), the parcel delivery fee is higher than the desired price for 

foreigners visiting Japan. According to the same survey (2014, p. 9), 40% of foreign tourists 

visiting Japan know about temporary storage of stations and commercial facilities, while the 

awareness of luggage delivery services is in the 10% range. 

ecbo Cloak 

 According to the ecbo Cloak homepage, this service is a sharing service that connects 

“people who want to store their luggage” and “shops with space to store their luggage.” It 
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reserves a place to store your luggage (restaurants, cafes, hotels, etc.) on your smartphone 

like an Airbnb. You can take your luggage to the location and pay for the coin locker to 

deposit your luggage. It is cheap, and you can leave your luggage anywhere in your travel 

destination. You can leave your luggage in a place that is most convenient for each tourist, 

such as a restaurant or cafe. The price can be deposited at the same price as the coin locker. 

The problem with this service is the penetration rate. The value of this service is proportional 

to the number of affiliated restaurants and cafes. According to the ecbo cloak homepage, 

there are currently over 1000 member stores. However, it is concentrated only in Tokyo, 

Osaka, Kyoto, Fukuoka, Nagoya, and Sapporo. Increasing the number of available locations 

will lead to increased luggage capacity for the entire service and an increase in regionality to 

accommodate various travel styles. In other words, ecbo Cloak gives the price and functional 

value of benefits for depositing luggage such as coin lockers and has the new value of 

location. 

Considering the current luggage storage service, there are two discoveries, which can 

be regarded as Dyer, Gregersen, and Christensen’s (2011) discovery skills. The first is the 

price, location, and certainty that are in demand for services. The price is an important factor. 

According to a survey by the Ministry of Land, Infrastructure, Transport and Tourism 

(2014p14), travelers are not willing to spend a lot of money on luggage problems. Interviews 

with 10 friends also revealed that the value of the luggage storage service changes depending 

on the storage location, with an experience of not being able to store luggage. It can be said 

that location and certainty are important factors. The second is discrimination based on 

emotional and social aspects. According to Christensen (2017, p. 61), innovation often 

focuses solely on functionality and practical needs, but in reality, consumers' social and 

emotional needs can be much greater than functional needs. Many luggage storage services 

focus only on the operational side. However, there are limits to services that focus only on the 

practical aspects. Since it is possible to go sightseeing without leaving luggage, it is difficult 
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to expand the service if only the functional value is emphasized. Therefore, adding emotional 

and social services to the current services can be transformed into a more indispensable 

service for tourists. 

Observations: Interviews With My Friends 

This section describes the observations of a friend interview conducted to find a 

solution to the luggage problem. Interviews were conducted with Antoine in France and 

Klara in the Czech Republic via “WhatsApp,” and my notes are in bullet form. 

Klara 

⚫ When traveling alone, she often uses coin lockers at major stations. However, 

there were times when she could not use it. 

⚫ Focusing solely on luggage issues is not feasible as it is only beneficial to a small 

number of tourists. Luggage problems need to be resolved in ways that benefit 

more tourists. 

Antoine 

⚫ Luggage problems are with any city, and he feels more strongly about the length 

of the trip and going to countries far from France. But if he is dissatisfied with the 

price or storage location, he goes sightseeing with his luggage. 

⚫ When traveling, what he cares most about is the restaurant issue. He wants to go 

to restaurants that locals like, but he can only go to tourist restaurants. 

 According to the interviews with them, the problem of luggage focused only on the 

functional value, which makes it challenging to increase the number of users and is 

considered to be the reason why it is not attractive. According to Christensen (2017, p. 61), 

social and emotional needs outweigh functional needs. Therefore, services that affect 

emotional and social aspects are essential to make the service more attractive and solve the 

luggage problem. And the idea for that is a restaurant. In the next section, I will explain the 
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restaurants that tourists want, and through interviews with restaurant owners, I will clarify the 

problems that current restaurants have with tourists 

Analysis for Idea Creation  

This section first clarifies the restaurants that tourists want. Next, the problems will be 

clarified based on the contents of the interview with the restaurant owner. According to the 

interview with Antoine, the restaurants that tourists want are the ones that locals visit. It 

means that the food in the restaurant is the food of the country, and the quality of the taste is 

recognized by the people of the country. In other words, they want to enjoy the country’s 

original flavor, which is loved by the locals, rather than a restaurant prepared for tourists.  

On the other hand, how do restaurants feel about this change in consciousness? I 

interviewed Dida, the owner of Dida grill in Zlin, Czech Republic. 

Dida 

⚫ In restaurants that originally valued relationships with locals, the problem is that the 

increase in tourists prevents locals from coming to the restaurant. There is a dilemma 

between tourists who want to imitate the style of the locals and restaurants who want 

to cherish the local 

⚫ The restaurant also controls tourists to keep the locals in place. (In fact, in Prague, 

there is a rule in a pub that is popular with locals that tourists can only drink at the 

store before the locals arrive. The reason is that the store values the locals and 

prevents them from being unable to drink beer due to the increase in tourists. And 

the Voros Postakocsi Restaurant in Budapest has separate seats for locals and 

tourists for dinner.) 

In other words, by combining the idea of solving this dilemma with the problem of 

luggage, we can propose attractive services. In the last section, I will explain my concept and 

its effect. 
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My Solution Idea for Travel 

The idea I came up with is as follows. I propose to use the ecbo Cloak system to solve 

the luggage problem. Add an option to the system where the restaurant can set controls on 

tourists. Specifically, it gives priority reservation rights to restaurants and cafes where 

luggage is deposited. 

There are two reasons to use the ecbo Cloak. First, it is most likely to meet three 

crucial points in luggage storage services. The price is as low as a coin locker, the location 

will expand as the service grows, and the certainty is expected to increase the luggage 

capacity within the same area as the service expands. The second is the relationship with 

restaurants. Since it has already established a relationship with restaurants as an existing 

service, it is easy to tackle restaurant problems. 

And there are several effects of the option to give priority booking rights to the 

restaurant where you left your luggage. 

The first is that restaurants can control tourists. The restaurant can imagine the 

number of reservations from the number of luggage stored. In addition, tourists will come to 

the restaurant when they leave their luggage, so make a reservation after understanding the 

atmosphere and rules of the restaurant. This trustworthy guidance is expected to reduce 

troubles between locals and tourists for restaurants. 

The second is the expansion of profits that tourists can obtain. Tourists can benefit not 

only from luggage issues, but also from restaurant choices. Tourists can get the right to book 

the restaurant they want when depositing their luggage. If it is a restaurant loved by the 

locals, tourists have less chance to eat, but if this system is applied, a certain number of 

tourists can eat at that restaurant, the situation should improve. 

Third, the value provided by this service is not limited to functionality. Luggage 

storage service has only functional value. However, by booking a restaurant, the service can 
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influence the emotional aspect of tourists that can be analyzed from Antoine's interviews: 

"dining at restaurants eaten by locals.". In this way, it is an idea that affects the emotional and 

social aspects of tourists and solves the restaurant dilemma 

Conclusion 

In conclusion, I first discussed the issue of luggage when traveling alone. Next, I 

discussed the characteristics of the current solutions to this, such as coin lockers and sharing 

services such as Airporter and ecbo cloak, and the issues of those services such as penetration 

rate and location. Through interviews with friends, I discovered the possibilities of 

restaurants and the dilemma between tourists and the restaurant itself. And finally, I 

presented my solution idea to solve this restaurant dilemma in combination with the luggage 

problem. I suggested adding the right to use the restaurant, such as the priority reservation 

right for the restaurant, to the luggage sharing service. This means that the sharing service 

will be expanded not only to luggage but also to meals. The number of new restaurants and 

cafes increases due to the expansion of demand due to the growth of users, the location, and 

the penetration rate the problems of Uncertainty. The restaurant can also control tourists 

through sharing services, making it easier to balance locals and tourists. This is one way to 

solve the dilemma between tourists and restaurants themselves. This idea can help solve both 

luggage and restaurant problems and help the tourism industry develop in the future. 

Word Count: 3,169 
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