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1) Mr.Matao Ishii (Shonan Institute of Management)
2) Mr.Katsuhiro Yuasa (Deputy Director, Service Innovation Center, Japan Productivity Center)
3) Mr.Naoyuki Yanagimoto (Head, Promotion Center of Japan Quality Awards, Japan

Productivity Center)
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2) Kikuya Cleaning
3) Starways
4) Ohkushi
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Center laussenaluiade “Japanese Customer Satisfaction Index (JCSI) and Hi-Service 300 Awards in Japan”

Japanese Customer Satisfaction
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Expectation Best practice

Communication with sophisticated  Research on customer satisfaction and adapt the result with people

customer development (from Ohkushi)



Efficiency of service Manage customer demand (from Kikuya)

Service quality Engage employee with company philosophy (from Negishi)
Study employee satisfaction and adapt company plan to response

(from Ohkushi)

Service innovation Imagine and find new service (from Starway)
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Part 1 Good Communication with
customer

Launch  customer research  for
satisfaction

Data analysis

Develop next year planning

Communicate the result and training

Implementation

Part 2. Service Quality

Launch staff satisfaction survey

Data analysis

Communicate the result and training

Staffs develop next year planning

Implementation

Part 3 Efficient Service Management

Conduct Brainstorming session

Plan for efficiency management

Part 4 Service Innovation

Conduct Brainstorming session

Develop service proposal

Test market

Test market E
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