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Learning High-Context Service:
A case study on customer-service training at a high-priced compact-sized ryokan

(I N
FUKUSHIMA, Noriko

Abstract: This case study clarified that the process of structuring service that involves
employee participation, what might be called manual creation training, is effective in learning
high-context service offered at Japanese ryokan. Training in the hospitality industry is primarily
implemented through OJT. However, OJT instruction differs depending on the trainer and its
ineffectiveness on experienced employees is an issue. Therefore, this study focused on the
similarity between step-by-step learning and the development process in high-context service,
based on the idea that examining the development of high-context service in communities of
practice in which employees of varying lengths of employment participate would be instructive.
Acquiring superior skills is premised on having acquired lesser skills. In the development of
high-context service as well, acquiring standardized service of a superior level requires the
ability to analyze the structure of standardized service of a lesser level to examine and
understand what kind of considerate behaviors are imbedded. In other words, it could be argued
that this instruction system is the most effective method for acquiring high-context service that

is continually developing.
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