
J A P A N E S E  H O S P I T A L I T Y  -  G E T  T O  
K N O W  S E S S I O N

P R O P O S A L  B Y  G E M B A  S O L U T I O N



W H A T  I S  O M O T E N A S H I

"Omo t en a s h i  i s  a  p h i l o s o ph y  o f  l i f e  
t h a t  b e l i e v e s  i n  t h e  g i v i n g  o f  s e r v i c e  
w i t h o u t  a n y  e x p e c t a t i o n  o f  t h ank s " .

O m o t e  m e a n s  t h e  “ s u r f a c e ”  o r  f r o n t  o f  s o m e t h i n g .

N a s h i  m e a n s  “ n o t h i n g  o r  l e s s ”

I t ’ s  a  c o n c e p t  t h a t  i m p l i e s  d o i n g  s o m e t h i n g  w i t h o u t  a  
h i d d e n  m e a n i n g  o r  a g e n d a .  N o t  t w o - f a c e d .  S e r v i n g  a  

g u e s t  o r  a  c u s t o m e r  w i t h  n o  u l t e r i o r  m o t i v e  o r  
e x p e c t a t i o n  o f  t h a n k s .

O m o t e n a s h i  h e l p s  y o u  t o  c r e a t e  a n  o r g a n i z a t i o n  
w h i c h  g e n e r a t e s  s y n e r g y  b e t w e e n  y o u r  c u s t o m e r s  
a n d  m a n a g e m e n t  t e a m /  y o u r  e m p l o y e e s  w h e n  a l l  
p a r t i e s  p r a c t i c e  h o s p i t a l i t y  t h r o u g h  p r o d u c t s  a n d  

s e r v i c e s .



T H E  D E L I V E R A B L E S
E x t e n d s  b e y o n d  w o r k p l a c e .  A p p l i c a b l e  t o  e v e r y  a s p e c t  
o f  l i f e .  

R e c o g n i z e  
O m o t e n a s h i
C o n c e p t
 

P R O G R A M  O V E R V I E W  

SUPPLY ONBOARDING
• Company Pitching

PRE-ASSESSMENT SURVEY
• Current hospitality Performance
• Critical / Focus Area

Training Scheme
• Buy in training approach
• Deliverables

KODAWARI
• Understanding basic need of
   Customer
• Fundamental of HR & facilities

CUSTOMER SATISFACTION
• Improvement mindset
• Basic Customer Centricity
• Core Values Development
• PR & Communications

CONTINUOUS IMPROVEMENTS
• Value Added Services
• Basic 5S
• Lean Processes

• Customer Satisfactions
• Employee Satisfactions
• Business Inventory
• Improvement Initiatives
• Human Resources
• Retention of IT Tools
• Organizations Learning

O N B O A R D I N G  I N T E R V E N T I O N  A U D I T  



K O D A W A R I  C H E C K L I S T  

C U S T O M E R  S A T I S F A C T I O N  C H E C K L I S T

C O N T I N U O U S  I M P R O V E M E N T  C H E C K L I S T

I M P R O V E M E N T  -  S U G G E S T I O N  -  V A L U E  -  T E A M W O R K  -  D I S C I P L I N E  -  G E M B A

T h e r e  i s  a l w a y s  r o o m
f o r  i m p r o v e m e n t

E m p l o y e e  c o n f i d e n t  t o
o f f e r  s u g g e s t i o n

E v e r y o n e ’ s  o p i n i o n  i s
c o n s i d e r e d  a n d  v a l u e d

T e a m w o r k  i n  t h e  e m p l o y e e
q u a l i t y  c i r c l e  

S t r o n g  p e r s o n a l  d i s c i p l i n e

G o  d o w n  t o  t h e  s i t e  t o
e x p e r i e n c e  t h e  n e e d  

W h a t  i s  C u s t o m e r  t h i n k i n g   o n  
t h e  s e r v i c e  p r o v i d e d ?

W h a t  i s  C u s t o m e r  p r i o r i t y ?

W a s  m y  b o d y  l a n g u a g e  
a c c e p t a b l e ?

H o w  t o  e s t a b l i s h  t r u s t
w i t h  C u s t o m e r ?

H o w  l o n g  i s  C u s t o m e r
a c c e p t a b l e  w a i t i n g  t i m e ?

C a n  w e  f u l l  f i l l  C u s t o m e r
n e e d s ?

I n n o v a t i v e  Q u a l i t y  C i r c l e  
( I C C )

5 S

Q u i c k  a n d  E a s y  K a i z e n

4 R  K i k e n  Y o c h i  T r a i n i n g

L e a n  P r o c e s s

P D C A



C U S T O M E R  S A T I S F A C T I O N  C H E C K L I S T

S t r o n g  p e r s o n a l  d i s c i p l i n e

I M P L E M E N T A T I O N  P R O P O S A L

2 Days

2 Days
1 Days

2 Days
3 Days

2 Days
3 Days

2 Days
1 Days

LEVEL 1
INITIATE

LEVEL 2
KODAWARI
LEVEL 3
CUSTOMER
SATISFACTION
LEVEL 4
CONTINUOUS
IMPROVEMENT

LEVEL 5
ACCREDITATION

T a k e  O f f  S e s s i o n  

K o d a w a r i  T r a i n i n g  

K o d a w a r i  C o n s u l t a t i o n  

C S  T r a i n i n g   

C S  C o n s u l t a t i o n  

C I  T r a i n i n g   

C I  C o n s u l t a t i o n  

O m o t e n a s h i  A u d i t  

L a n d i n g  S e s s i o n  

* D u r a t i o n  6  M o n t h s  -  C o n t a c t  P o i n t s  1 8  D a y s  

T H E  E X P E C T A T I O N

W H A T  W E  E X P E C T  F R O M  T H E  P A R T I C I P A N T S :

• Commitment to attend and conclude the training process
• Desire to learn. Ask away.
• Feedbacks throughout the program
• Sharing of best practices to the upcoming passengers

W H A T  T H E  P A R T I C I P A N T S  C A N  E X P E C T  F R O M
U S  I N  R E T U R N :
• Constant communication about matters regarding the program 
• Professionalism when dealing with issues throughout the program
• Enthralling two-way delivery of the courses
• A happy trainer



O M O T E N A S H I  A C C R E D I T A T I O N

A U D I T  F O R M  -  S E L F  C H E C K S H E E T  

CUSTOMER SERVICE THROUGH UNDERSTANDING
Collect and respond to customer and local’s voices

ES THROUGH UNDERSTANDING
Collecting and responding to employee voices

BUSINESS INVENTORY & STUDY AND IMPROVEMENT IMPLEMENTATION
Inventories/ visualization of business and Examination/ 
execution of busines improvement

SECURE AND DEVELOP HUMAN RESOURCES
Execution/ promotion/ establishment of business 
improvement by securing and training human resources

INTRODUCTION AND RETENTION OF IT TOOLS
Execution, promotion, and retention of business 
improvement by utilizing IT tools

INTRODUCTION AND RETENTION OF IT TOOLS
Execution, promotion, and retention of business 
improvement by utilizing IT tools

BUSINESS REVIEW & ORGANIZATIONAL LEARNING
Reflection and learning as an organization

LEADERSHIP OF MANAGEMENT
Management of Philosophy/ vision formation and 
penatration of organizational values


