
Provide excellent customer service and embody the values of “Omotenashi"

✦ Do you know that the spirit of Japanese customer service is Omotenashi? What are the most 

important factors of Omotenashi?

✦ Do you want to know how to provide “Omotenashi” and move your client with it?

✦ Do you want to equip “Omotenashi” for yourself and act in work through practical examples 

and practices?

This course helps you understand the concepts and necessity of “Omotenashi”. Through 

the examples and practices in the course, you can not only understand the theory but also 

be able to apply it to your work, distinguish yourself and your companiy’s service from the 

other.

OMOTENASHI – JAPANESE

HOSPITALITY
~Give a strong impression to your customer!~

➦ Understand the meaning of 

“Omotenashi”

➦ Enhance basic knowledge and 

skills to provide “Omotenashi”

OBJECTIVES

AT CLIENT'S COMPANY AS REQUIRED |  DURATION : 3 DAYS

Part 1: Omotenashi

1.1 Overview of Product/ Service/ Perfomance

◆ What is a good product/ Service?

◆ The importance of factors in the process of providing a product/ service

◆ Customer satisfaction and Service quality

1.2 Omotenashi 

◆ What is “Omotenashi”?

◆ The relationship between “Omotenashi” and service quality level

◆ “Omotenashi” in Japanese daily life

◆ The importance of “Omotenashi” in business

Part 2：How to provide Omotenashi? 

2.1 Necessary skills to provide 

Omotenashi

◆ Conceptual skill

◆ Observing skill

◆ Awareness skills

◆ Sympathizing skills

◆ Appreciating skills

Part 3: Steps to provide Omotenashi

3.1 Step 1: Developing an awareness

◆ Develop an awareness of the importance of customers to the company

◆ Understand throughtly company’s product/ service

◆ Be aware of one’s role when interacting with clients

3.2 Step 2: Observing 

◆ Observe customer’expression, eyes, gesture, attitude, action

◆ Judge customer’s needs/ expectations

3.3 Step 3: Understanding/ Sympathizing

◆ Stand in customer’s shoes to think

◆ Listen to customers, pay attention to their pitch and intonation

◆ Understand thoroughly customer expectations

3.4 Step 4: Taking action

◆ Exceed customer expectations(120%)

◆ Think of “added value” and take action

Part 4: Learning from actual examples

◆ Learn Omotenashi from Starbucks – a coffee brand

◆ Learn Omotenashi from Ritz-Carlton – Never say “No” to customer

◆ Share some experiences of Omotenashi that moved people

◆ Provide excellent customer service at your working place.

Part 5: Summary and  Action Plan

CONTENT

Vp.HCM (028) 3995 8290 training-vn@aimnext.com http://aimnext.com.vnVp.HN (024) 6685 0388

METHOD

30% lý thuyết, 70% thực hành

thông qua thảo luận nhóm, trình 

bày, bài tập tình huống, đóng 

vai, trò chơi v.v.

※The above content is subject to change without prior notices

TARGET

Staff

First-line 

Management

Middle-Management

Top-Management

HCM HEAD OFFICE 
Nam Giao Building 1, 261-263 Phan Xich 

Long,Ward 2, Phu Nhuan Dist, HCM

HANOI REPRESENTATIVE OFFICE 
Sao Mai Building, No.19 Le Van Luong St., 

Thanh Xuan Dist., Hanoi

HCM HEAD OFFICE 
Nam Giao Building 1, 261-263 Phan Xich 

Long, Cau Kieu Ward, HCM

HANOI REPRESENTATIVE OFFICE 
Sao Mai Building, No.19 Le Van Luong St., 

Thanh Xuan Ward, Hanoi

2.2 5 notices to provide 

Omotenashi

◆ Warm-hearted welcome

◆ Sincerity

◆ Professional look

◆ Professional manners (Standing, bowing, 

welcoming and parting manners)

◆ Polite speech
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