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SPRiING

Projects of Service Productivity & Innovation for Growth (Until March 2010)

CSI Committee
L -Bevelop JCSI (Japanese Customer Satisfaction Index) prototype, conduct promotional activities, efc. )

r N
Quality Assurance Committee - support the service industry’s voluntary quality-assurance

system -BDevelop a positive evaluation system

Enhance
reliability and
levels of
added values

\

>
Follow-up of the recipients of the High Service 300 Awards
= 8elect 300 companies offering excellent services in Japan

d 0 U

To enhance reliability (visualization of customer satisfaction)

++JCS| (Japanese Customer Satisfaction Index))

«+Evaluation of services by users (Positive evaluation system)

Issues of companies based on the analysis of customers’ voice obtained from the

\a bove Y,

g 0

Provision of information on customer satisfaction index (general index and correlation)
Open seminar, corporate training/consulting,
introduction and implementation of the evaluation system

\

MNFINVRINIUUANITLUNISHARILN JCSI Tuauiantluaan

SPRING Overall Schedule of CS| Development

| |
Development/test run | Widespread utilization/ : Establish Japan-s\
| - |
. promotion | largest survey system
1 |
Conduct full-scale surveys | of consumers/users for
3 times a year and use the | seasa siandgrd
JCSI model to create an | anly for the service
index industry,
Prepare a reference index but also for a wide
|
Finalize JCSI ! _ r:“Qte_ 2y
models after 4 test | industries /
runs |
Collect basic data |
|

Develop Satisfaction
Index Models for

Japan based on U S.
models

Transfer the project to the
private sector as a
voluntary survey and offer
various services

Release the results of case
studies

Finalization/further
improvement

2007 2008 2009 2010 2011 2012
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P8R ARINIENANTWL 4.8: Introduction of APO

-’Tu#l 22 Qumﬁ'ué 2554 1981 14.40 — 15.00 Y. APO’s COE(Center of Excellence) Project Mr.Sherman
Loo; Acting Director, Research & Planning Department, APO 1#uuztinlazan1s Center of Excellence 289 APO
Ine/lkesunefiuniilandlasenis COE nelfipnuiufiagenaas Research & Planning Function nasmiiii
:Development of NPOs IRuauviungli SPRING Singapore Lﬂuéﬁ‘/uammﬂu COE for Business Excellence(COE
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ANUE0INN3Y BE 1ndazgnalldatuanslunsin GDP versus Labor Productivity (Year 2007)

Status of BE adoption — APO economies

GDP versus Labor Productivity (Year 2007)
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nagniuae COE for BE & 5 AuAa
- Sustain leadership of COE and enhance international visibility of BE efforts in the region
- Witlszmaan1EniAua nnsnlun9tEnnsdnn1sing BE wazn1913mssedanmn nuiegn s
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- ANHNAHURANIENLAEY BE WATINIARMN NN ANHBEANS

%R multi-country study missions
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- ApliildunuainuesTnidediangn SPRING wwaAnwn3ews BE
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- WU self-help BE packages for SMEs
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-Moshi Moshi Hotline, Inc./ Candidate of High Service 300 Award in 2010 Lﬂumﬁmﬁﬁ‘uﬁugﬁﬂfﬁwma‘
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customer services, Data analysis, Web-based business activities Frwdn 1A FeuEtan1saiiugsianianla
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- Optimization of operation and work process

- Reinforcing operation ability

- Human resource development

- Data utilization
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4.1 Final Program for OSM on SE

4.2 1@nanstlsznaunissean/dunun (Training Materials)
4.2.1 Quality Journey Activity Overview in Japan by Mr.Matao Ishii
4.2.2 JCSI(Japanese Customer Satisfaction Index) and High Service 300 Awards

by Mr. Satoru Mukaiyama

4.2.3-4 Site visit — Kyosaitechnos
4.2.5 Introduction of GEM/C by Mr.Naoyuki Yanagimoto
4.2.6  Presentation of Musashino
4.2.7  Site visit Moshi Moshi Hotline
4.2.8  Presentation of Fukui Co-op
4.2.9  Presentation of Super Hotel
4.2.10 Presentation of Bankyo Pharmaceutical
4.2.11 Site visit IBIZA

4.3 Uszimlpadartaasinannsussens (CV)

-Mr.Matao Ishii, Representative,Shonan Institute of Management
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-Satoru Mukaiyama, Secretariat of Service Productivity and Innovation for Growth, Japan Productivity Center

4.4 PENIUNDUNITLAUNY (Country Paper-Thailand)
UABLARNIANANTUUL 4.4

4.5 \@NANTIAUENAIIUNAIAINENIINAANITNNGN (Group Presentation)
lf

4.6 Country Paper gaqusazlaznafiinganlasenis

4.7 Result of the JCSI(Japanese Customer Satisfaction Index) Survey for FY2009
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