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ADDING HIGH VALUES TO JAPANESE STYLES OF SERVICES
AND GLOBAL BUSINESS

Kiyoshi KOBAYASHI

Globalization presents Japanese enterprises with two difficult problems: commoditization of cutting-
edge technology and Galapagos syndrome. To cope with this difficulties, the development of two models
seems to be relevant. The first is a model in which multinational enterprises compete for a single interna-
tional default standard (i.e., the one-size-fits-all standard). The second is a strategy of localizing products
based on the local context. This involves the joint development of models for new, flexible standards that
are suitable in each country (i.e., the one-finds-own-size-standard) based on alliances between countries.
The author highlights the second model whereby the spirit of Japanese creative-service, most typically
exemplified by the concept of “Omotenashi” plays the essential roles to localize the Japanese products
along the local contexts of the destination countries. The paper investigates the basic structure of
“Omotenashi” and concludes by presenting the basic issues, which should be resolved in the processes of

globalization of the “Omotenashi” services.
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Global expansion of Retail Industry and Success factor of Seven-Eleven

Makoto USUI

Although retail business was said to be domestic industry, it has been expanding as global industry under the current con-
sumer behaviors, economic growth, and changing values in the developing countries as well as the rest of the world. One of the

common features for the global retail business is a comprehensive set of value chain design. It shows the strengthening and the
flexibility of its innovative business infrastructure. Useful implications may be extracted by analyzing how such innovation is
processed. However, Japanese retail business is far behind in its global business development. The only exception would be the
convenience store industry, in which the Seven-Eleven Japan (SEJ) is taking lead, has greatly succeed in its global expansion.

In this paper, we present an overview of the trends of the retail business in the US and China as well as in Japan. Then, we ana-
lyze the findamental factors of how SEJ successfully developed the business infrastructure in the different countries and eared
adaptive market penetration strategy in the different environment, in order to gain the commonalities for the successful global

businesses.
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A Consideration on Merits and Issues over Japanese Companies’ Operation
in Sri Lanka

Takuya MIYAMOTO and Hiroyuki TAKAHASHI

Sri Lanka, one of the South Asian countries, has been gaining prominence in recent years. This study
discusses first, her economy as well as Japanese-affiliated companies and their challenges. Based on those
discussions then, this study summarizes merits and issues of Japanese companies’ operation there.

Known as a pro-Japanese country for long, Sri Lanka has received many Japanese subsidiaries. The
advantages are of manage like human resource and of location as adjacent to India and Pakistan. The dis-
advantages are however, energy cost like expensive electricity and inefficient supply chain due to imma-
ture economy. This study supposes some kinds of advantages for Japanese companies in Sri Lanka.
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ROLE OF ENTERTAINMENT IN EDUCATION OF GLOBAL BUSINESS LEADERS

Shigenori YUYAMA

Proper education is greatly required for business leaders involved in global business.

It is absolutely

necessary to have ample knowledge of not only accounting, finance, or management, but also different

cultures and even phycology in order to run business in the global market.

Entertainment is one of

communication means only human has to express and share such feelings and emotions as fun, pleasure,

surprise, satisfaction, happiness, and sometimes even anger or fear (negative entertainment).

It plays an

important role in politics, economics, education, business, and so forth in human society. Global
business requires the essence of entertainment (mutual understandings, share of information, and chain
reactions of sympathy) among people involved in the business, having different cultural background.
Though accounting, finance, and some other skills necessary for management can be educated in
institutions of higher education, development of entertainment capability depends strongly on the early

time education.

elementary school in order to start effective education for global business leaders.

Therefore, it is at most important to set up proper programs in kindergarten or

This paper discusses

roll of entertainment, necessary for education of global business leaders.
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Flag raising ceremony to commemorate the Sendai Intemational Center being the UN premises, 12 March 2015.
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The Third UN World Conference on Disaster Risk Reduction
(3UNWCDRR) towards the sustainable development in Tohoku region

Keiko NISHIMOTO

The Third UN World Conference on Disaster Risk Reduction (3UNWCDRR) was held from 14 to 18
March 2015 in City of Sendai, Miyagi Prefecture, Japan. More than 6,500 conference delegates as well as
more than 150,000 total visitors gathered in Sendai, which was the record high attendance of the Interna-
tional conference ever held in Japan. Author, a professional meeting planner will introduce the process of
3UNWCDRR and also the structure of International meeting industry, which is considered as the key in-
dustry towards the sustainable development in Sendai and Tohoku region.
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Managing a Foreign Company in Japan
Lessons for Japan’s business transformation to succeed in the global economy

Michel LACHAUSSEE!

IEormer President of Merial Japan Ltd, Senior Executive Coach, équilibre k.k.
(Wakaba 1-21-4-405, Shinjuku-ku, Tokyo 160-0011)
E-mail: michel.lachaussee@me.com

A foreign affiliate company in Japan can be a microcosm of businesses that are run across national
boundaries in the increasingly global economy. Within such companies we often find individuals
operating under radically different cultural principles, resulting in conflicts and dysfunction, as well as
creating considerable synergy when such differences can be successfully channeled. Because of their
relative small size, such companies can provide a source for understanding and finding solutions.

The success of Japan in the 1960°s and 1970’s of the major export oriented companies, such as trading
houses, steel producers, electronic manufactures, and to automakers, was one of mastering world class
manufacturing efficiency that brought new levels of low cost and high quality. For an island people with
a unique and rather closed social structure, exporting products globally could be done with little concern
for cultural differences. Although, the “overseas global sourcing and production” model has since
replaced the pure “make in Japan and export to the outside world” model, this has been limited primarily
to exporting the manufacturing process. But, in today’s global economy, those Japanese businesses that
have been limited to the domestic economy are now facing the need to act globally. For these non-
manufacturing sectors companies it is vital to be able to successfully work with all different types of
people in the world.

To move from conflict and antagonism to achieving the desired synergy it is not enough to just improve
foreign language skill and cultural understanding. Fortunately, there are now new techniques developed
that can help the Japanese succeed at this challenge.

This paper lays out the case for Japanese companies to improve chances of success in the global economy
by adopting modern coaching techniques, such as Emotional Intelligence (EI) and Neuro- Linguistic
Programming (NLP), to help Japanese businesses learn how to turn multi-cultural conflict and
antagonism into global economic synergy. To the extent that Japanese companies, especially in the non-
manufacturing sectors, are able to engage in the global economy in ways that lead to productive synergies
they will succeed, and conversely to the extent that global engagement is characterized by conflict and
dysfunction they will fail.

Key Words: creativity, transformation, creating, greater synergy, emotional intelligence, neuro linguistic
programming

Introduction

I am a French expatriate who has been working
close to 40 years in the pharmaceutical industry
including 21 years in Japan working in 2 companies.
During my career I was involved in the international
development of the company, setting up distribution
networks and subsidiaries, first in Europe and then
in Asia. I alternated positions in head office in
France and positions of country manager abroad,
including Japan for more than half of my career.

My interest at the beginning was mainly in
marketing and sales, but evolved into human
resources while I was managing full-fledged
subsidiaries with many employees. One of my
talents that I discovered over that time is the ability
to understand people from different cultures, to
make them work together and find a synergy, but
even with what was somewhat a natural talent, I
would not have been successful without learning the
techniques that make managing cultural difference

- 45 -



really possible.
2. Cultural differences

A foreign affiliate company in Japan can be seen as
a microcosm of businesses that are run across
national boundaries in the increasingly global
economy. It is important to first understand the basis
for the difference found in such companies due to
the radically different cultural principles at play.
From this understanding we then need to explore
both the conflicts and dysfunction it creates as well
as the potential for considerable synergy, the kind of
which is vital to Japan’s economy to successfully
compete in the global economy.

Looking at differences between Japanese and
Westerners can provide much insight into the

problems coming from cultural differences in people.

I have particularly observed the differences between
western people (French) and Japanese. Western
people tend to have a global approach, starting from
the outside of a problem. They don’t look too much
into details. They like to build theories, concepts
and make abstractions.

This may come from the Judeo-Christian culture
with its believe in an almighty God, creator of the
universe, and from the Greco-Roman tradition of
seeking answers to life’s mysteries in man’s ability
to reason. This mixture of faith and reason tends to
lead Westerners to analyze things in a logical and
rational way. Also, their behavior 1is quite
individualistic. Management is often top-down, and
people are not afraid of conflicts. Usually decisions
are taken quickly, even at the risk of making
mistakes. Creativity, new ideas and thinking out of
the box are welcomed.

In contrast, Japanese, from my point of view, prefer
to approach things by observing many details from
the inside, they are pragmatic, and like to collect
facts. They are less individualistic and much more
concerned with what others think and do. They are
much less attracted to a purely rational and abstract
approach, all of which makes them act or seem to
act more emotionally.

Japanese work as a team, collectively. Top down
and deep respect of the hierarchy exist, of course,
but bottom up processes are most common, with a
search for consensus (nemawashi). All this explains
the slow pace and the difficulty to react quickly
when unexpected events occur. However in normal
operations, the execution is perfect, as all details

have been checked beforehand. And, this focus on
detail and the desire to continue with existing
processes has also created a successful culture of
continuous improvement (kaizen).

In a foreign affiliated company in Japan, foreign
expatriates and Japanese are working together.
There is particularly a source of tension, when the
foreign expatriates are new in Japan and have not
spent time to learn about the culture. Yet, even if the
foreign expatriates are well accustomed to working
in Japan, a tension will likely still exist. This can be
seen in cases where the head office in a foreign
country gives instructions and orders to the Japanese
affiliate without taking into account the local
realities.

3. Coaching based on Emotional Intelligence
and Neuro-Linguistic Programming

To move from conflict and antagonism to achieving
the desired synergy, it is not enough to just improve
foreign language skill and cultural understanding.
Coaching techniques based on a deep understanding

of human cultures is needed. I personally
introduced coaching based on Emotional
Intelligence (ED), using Neuro-Linguistic

Programming (NLP), which is one EI tool, in my
former company, Merial Japan Ltd.

Daniel Goleman" in his work on EI explains why
Emotional Intelligence is more important than even
intelligence, as measured by 1Q, for persons to be
effective managers, because EI is: “...the capacity
for recognizing our own feelings and those of others,
for motivating ourselves, for managing emotions
well in ourselves and in our relationships.” Such
self-knowledge is critical for individuals to
understand others by first having a firm
understanding of how they themselves function
emotionally.

Neuro-linguistic programming (NLP) 2, on the other
hand, is an approach to communications, personal
development, and psychotherapy created by Richard
Bandler and John Grinder in California, United
States in the 1970s. Neuro-Linguistic Programming
describes the fundamental dynamics between mind
(neuro) and language (linguistic) and how their
interplay  affects our body and behavior
(programming). These dynamics give individuals
their own unique body and behavior characteristics
and this determines how the mind and language of
others is affected
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In the last part of my career in 2008, I discovered
these techniques to successfully manage cultural
conflicts. After being coached myself, I introduced
it in the company, through individual coaching for
my direct reports and group coaching for staff inside
their departments. 1 became myself an NLP
practitioner in 2010 at the NLP University, Santa
Cruz California.

There are two types of coaching: face-to-face, and
group coaching. Face-to-face, individual coaching,
helps the managers to develop their leadership by
working on their values, mission, vision, to set up
and reach their goals, motivate themselves, lead and
motivate their team, develop their staff. While,
group coaching for employees was used for oral
communication training, and project management,
and this training was also given as well to our main
distributor.

Thanks to these coaching sessions and the tools of
El, like Neuro-Linguistic Programming, employees
could better understand each other and improve the
internal communication, particularly between
foreign expatriates and Japanese. Japanese didn’t
stop being Japanese, any more than French stop
being who they are, but both learned how to
understand and more effectively work with each
other.

In Merial Japan Ltd an external consultant, who also
coached 4 of my direct reports, coached me. Each
manager received at least 10 sessions of 2 hours
each. 5 middle managers received 3 to 6 sessions.
The group coaching by department was organized 7
times with 10 to 12 participants each time.

4. A Case of Using NLP and EI

As an example, let me take the case of one of my
company’s marketing departments, which I will call
here: “Department A.” The head of the Department
A, a European manager had 5 Japanese staff. He
was a very creative individual, and had many new
ideas, all of which is excellent for a marketing
manager. However, the problem was that his
Japanese colleagues refused all his ideas.
Understandably, after a while he got very upset. He
thought: “they don’t like me, and they are against
me because I am a foreigner.”

On the other side, the Japanese employees thought
their foreign manager was always changing his
mind. For them it was frustrating, because it was not

clear to them what he wanted. In short, neither side
could understand each other.

We did a one-day group-coaching seminar using
what is called the “Disney Imagineering Strategy”
technique. Walt Disney, when creating a new movie
was using 3 perceptual positions: Dreamer, Realist
and Critic. Applied to a project, the dreamer is
necessary for creativity to form new ideas and goals.
The realist is necessary for creativity, as a means to
transform ideas into concrete expressions. The critic
is necessary as a filter and as a stimulus for
refinement.

We used this technique during the group coaching
seminar and it worked very well. The Japanese staff
understood that without dreaming, thinking out of
the box, no new ideas would come. The European
manager understood that without looking at all the
details in a realistic and critical way, Japanese staff
will not understand the project and a smooth
implementation is not possible. As a result of this
group-coaching seminar, Department A was able to
effectively design, develop and implement new
marketing and sales approaches. This was only
possible, because the EI and NLP based coaching
improved internal communication by replacing
emotional discord that comes when people act from
radically different cultural principles without the
self-knowledge that comes from EI and without the
interactive skills from NLP.

There are many other techniques, which can be used.
Among them the basic ones are “empathic listening
and “position change. “Empathic listening” consists
in listening to another person with full attention
without interruption, encouraging the person to
speak freely, trying to understand another person’s
point of view even if we have a different opinion.
“Position change” consists in putting us in the shoes
of the other person. During this exercise, we change
physically our position by moving to another seat
and trying to see the situation from the other
person’s perspective.

As a result, by overcoming the dysfunction that
formerly characterized Department A, Merial had a
very motivated and effective marketing team.
Merial Japan experienced a very low employee
turnover, and higher sales. Merial became the
animal health division of Sanofi, a leading
multinational pharmaceutical company; and in a
recent employee survey, Merial had the highest
satisfaction rate within Sanofi in Japan.
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