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To operate a lodging business in Japan, it is essential to
obtain a license under the Hotel Business Act and strictly c =
comply with its regulations. For this reason, employees -
working in lodging facilities must gain a thorough
understanding of the Act’ s fundamentals.

The Hotel Business Act outlines the operational and hygiene
management standards for lodging facilities such as inns and
hotels in Japan. Its purpose is to ensure proper management

while safeguarding the safety and hygiene of guests.
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The Hotel Business Act
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The Hotel Business Act
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1.5 £ £ ¥ The Hotel Business Act
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The primary provisions of the Act are as follows:
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Obtaining the license
To operate a lodging business, it is mandatory to acquire a license from the
prefectural governor or the head of the health center. Operating a lodging facility
without such authorization is illegal.
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Facility Standards

To receive a license, the building’ s structure and equipment must meet specific
criteria. These include room size, ventilation, lighting, restrooms, washbasins, and

other essential amenities.
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Hygiene Management

Lodging facilities must maintain a hygienic environment through regular cleaning,
disinfection, and pest control. Additionally, they are required to implement fire safety

measures and secure evacuation routes to ensure guest safety.
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Types of Operations

The Hotel Business Act categorizes lodging facilities into the following three types

based on their operational style:

(DInn/Hotel Operation : Provides guest rooms primarily for travelers.

(@ Simple Lodging Operation : Offers inexpensive accommodations with minimal
facilities.

(3Boarding House Operation: Provides long-term accommodations functioning as

residential facilities.
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Safety Measures
Lodging facilities are required to install fire suppression systems and secure

evacuation routes to prepare for emergencies such as fires or natural disasters.

Conducting evacuation drills to ensure guest safety is also encouraged.
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Creation and Retention of Guest Registers
Lodging facilities must create and maintain a register of lodgers, recording details
such as names, addresses, occupations, and duration of stay. This information must be

preserved for a specified period as mandated by law.
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Supervision and Guidance

Health centers or local government departments supervise and provide guidance to
lodging facilities. Regular inspections and on-site investigations are conducted, and

corrective actions or penalties may be imposed for violations.
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Penalty for Violation

Violations of the Hotel Business Act may result in penalties such as business

suspension orders, license revocations, or fines.
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The front desk, often referred to as reception in the hospitality
industry, handles various procedures from welcoming guests to
seeing them off. Serving as the “face” of the lodging facility,
this role is essential for ensuring that guests enjoy their stay
comfortably from arrival to departure. The front desk also
plays a crucial role in shaping the overall impression of the

| ¢
v
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AR
facility, making it vital for staff to exhibit proper etiquette, 1 l 7;
9
+

including appropriate language and demeanor.
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Reservation Management
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Check-in Operations
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Guest Assistance and Information Services within the Facility 7& K
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Check-out and Billing Operations
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Reservation Management Check-in Operations Guest Assistance and Information Check-out and Billing Operations
Services within the Facility
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Reservation management involves handling customer inquiries regarding bookings,
accommodating requests for cancellations or modifications, and managing reservation

information to ensure that customers can stay at the lodging facility as planned.
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Maln Duties at Front Desk
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Reservation Management Checlein Operations Guest Assistance and Information Check-out and Billing Operations
Services within the Facility
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How to manage an inquiry regarding booking
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checking Information of guests
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cancellation, arrangement, etc.
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A TR A D E~DOKE How to manage an inquiry regarding booking
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How to manage an inquiry regarding booking
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When receiving reservation inquiries via phone, email, or website, staff must check
room availability for the requested dates. If no rooms are available, the reservation
cannot be accepted. Available
rooms are referred to as "vacant,’
while unavailable rooms are

termed "occupied.
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A TR A D ¥~ DS How to manage an inquiry regarding booking
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Overbooking and Double Booking

Overbooking is a strategy where more reservations are accepted than the total number
of available rooms, considering a certain level of cancellations or no-shows. Double
booking occurs when multiple reservations are mistakenly made for the same room due
to system or management errors. If such situations cannot be resolved, or double
booking happens, staff must contact the affected guests in advance, apologize, and

arrange alternative accommodations at nearby facilities when necessary.
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Reservation Management

A TR A D E~DOKE How to manage an inquiry regarding booking
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Reservation Staff

Staff handling reservations made via phone or the internet are referred to as "reservation
staff." They often receive inquiries about prices and services listed on the lodging facility's
website or advertisements.

It is crucial for reservation staff to have a clear understanding of the following:
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Details of Fees

In addition to accommodation fees, guests may be charged lodging taxes, bathing taxes, and service fees at

many Japanese lodging facilities.
Liradw

o H—EZXMEEH
Frv Ay, FrorTv b OFEL L
Details of Services
Information on check-in and check-out times, among others.
~ %
o BEEDYA T
YUYWL (VTN Ry R T ODBHR) . VA =L ( Ry FH2ODEHRE) &k &
Room Types

For instance, single rooms with one bed or twin rooms with two beds.
AL Lisauw

e RFTELTWS TS5 VD
Lt Lw i BAEY
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Details of Plans
Information on bundled packages including meals and optional services, as well as day-use plans.

Lol LED ~ %
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Views and Cuisine

Details about the views from rooms and meal options available.
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Reservation Management

A TR CADE~DOKE How to manage an inquiry regarding booking

Lol R, Croidd

o EHERIFRET BHIROL. TELEDBEH

Local Culture and Events

Information about the local culture and events in the area.
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When transferring a call to another staff member and the hold time becomes extended,
it is necessary to return to the caller, update them on the situation, and reassure them.
When answering a call and the intended staff member is unavailable, apologize for their
absence and explain that the call cannot be transferred immediately. If you are able to
handle the matter yourself, proceed to assist the caller. However, if the issue requires
the specific staff member, inform the caller of the reason for their absence and the time
they are expected to be available. Additionally, ask if a callback would be preferred, and,

if so, confirm the caller's contact information and briefly note their message or request.
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B. &R O checking Information of guests
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checking Information of guests
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When receiving reservations through phone calls, emails, or websites, it 1s essential to
collect the customer's personal information and manage it appropriately. Ensure that the
information is handled securely and complies with relevant privacy regulations to protect

the customer's data.

YA H the date of stay

K% full name

RAF K 5’6 contact information

}7,,":' phone number, email address, etc.
HAEG A=V T FL ALY

FNEPNE number of guests

A mode of transportation and
I F B
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B. &R H O checking Information of guests
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By confirming these details, you ensure that the guest will definitely arrive on the

scheduled date (preventing no-shows) and can make the necessary preparations to provide

the best service and care for the guest during their stay.
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Reservation Management

C.THIDX v ¥ v, §l# 7% ¥ cancellation, arrangement, etc.
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cancellation, arrangement, etc.
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If a guest cancels their reservation, they are required to pay a cancellation fee in
accordance with the cancellation policy outlined in the lodging facility’ s terms and
conditions.

In addition, various inquiries may be received through phone calls, emails, or websites.
These may include requests to adjust reservation details or inquiries about lost items
after the stay. In all cases, it is essential to verify the reservation date and the name of

the guest to accurately identify the caller and provide appropriate assistance.
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Check-in Duties
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Check-in operations involve registering guests upon their arrival at the lodging facility.
This includes verifying reservation details, completing accommodation procedures, handing
over room keys, and providing explanations about the facility and its amenities. These

steps ensure that guests feel welcomed and comfortable during their stay.
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Maln Duties at Front Desk
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Check-in Duties

ABELRA B8 - SHEE
appearance, attitude, posture and polite language
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confirmation and detail of booking

Cov—nx—DHEL, M - % & D3
Handing Over the Room Key and
Explaining the Facility
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appearance, attitude, posture and polite language
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Check-in is the first interaction guests experience upon entering the lodging facility.
Therefore, it is crucial to create a positive impression by maintaining a neat and clean

appearance, adopting proper posture, and using polite and courteous language.
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confirmation and detail of booking
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During check-in, it is essential to confirm the reservation details to ensure accuracy.

The main items to verify include:
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9 i
fﬁ ‘( %;(ﬁ,‘] D ﬁ;’f!ﬂ% —  Existence of a reservation

RIS v

¥ %\T?@ &% — Guest’s full name

coa T Number of guests
A
- ;f ,JA 5( in the reservation
D 7S o ———— Details of the reserved plan
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These checks help ensure a smooth and efficient check-in process.
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B. THINZE DR confirmation and detail of booking
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In Japan, lodging facilities are legally required to create and maintain a guest register
that includes information such as the guest's name, address, and phone number.
Therefore, during check-in, guests are asked to fill out a registration card, also referred
to as a "guest book" or "accommodation ledger," with the necessary details.

The guest register plays a crucial role in identifying infection routes and preventing the
spread of diseases in the event of an outbreak. It also helps prevent illegal activities such
as terrorism and crime.

As guest information is considered personal data, it must be managed appropriately
within the facility to prevent data breaches. Additionally, when foreign nationals stay at
lodging facilities in Japan, it is a legal requirement to make a copy of their passport and
retain it for a specified period. Staff must ensure that guests present their passports for

this purpose.
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When VIP guests require special accommodations, it may be necessary to provide
personalized check-in services that prioritize their privacy.

If a guest requests an upgrade from their reserved room, staff should provide
information regarding additional charges and proceed with the change after obtaining
the guest’ s consent. This practice is referred to as "upselling."

For walk-in guests—those who do not have a reservation—staff should check room
availability. If a room is vacant, proceed with the check-in process to accommodate the
guest.

When checking in a guest with a disability, it is important to explain the facility s
barrier-free features designed for ease of use by individuals with physical limitations.
Additionally, provide appropriate support tailored to the guest’ s specific needs and

circumstances.
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After confirming the reservation details, provide the guest with the room key and
explain the facility and its amenities. Ensure that the guest is well-informed and does not
feel lost within the facility by carefully explaining:

*Directions to their room.

*Locations of accessible areas within the facility and their operating hours.

*Emergency exits and evacuation routes in case of fire or natural disasters.

In most cases, the room is available for use during the period from the facility s
designated check-in time to the check-out time. While these times may vary between
facilities, check-in is often set at 2:00 PM or 3:00 PM, and check-out is usually at 10:00
AM or 11:00 AM.
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Even after check-in, the front desk must provide various forms of assistance to ensure
guests have a comfortable stay within the facility. Guests often inquire not only about the
facility but also about nearby shops or attractions outside the premises. Therefore, it is
important for staff to acquire broad knowledge to effectively respond to a wide range of
guest requests.

Additionally, front desk staff must have a proper understanding of the activities and
responsibilities of other departments within the facility. This ensures they are aware of
whether rooms and facilities are prepared and whether staff are properly positioned in
the correct locations to meet guest needs.
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In-Room Services
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When receiving phone calls from guests during their stay, it is important to speak
clearly and slowly to ensure the conversation is easy to understand. Additionally, always
wait for the guest to hang up before ending the call yourself.
If a guest places a room service order for food or beverages over the phone, it is crucial
to confirm the order details by repeating them back to the guest to ensure accuracy and

avold any misunderstandings.
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The front desk must stay informed about the activities and responsibilities of other
departments within the facility to provide accurate guidance to guests. At a minimum,

the following responsibilities should be understood:
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Doorman Duties

Standing at the entrance to greet and bid farewell to guests. Upon arrival, doormen direct guests to

the front desk for further assistance.
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Housekeeper Duties

Cleaning guest rooms and common areas. This also includes setting up amenities and ensuring the room

is well-prepared for guests.
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Room Attendant Duties (Ryokan Only)

Providing overall assistance to guests, including escorting them to their rooms and serving meals.
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Restaurant Operations

Preparing and serving meals in the facility's restaurant.
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Concierge Duties

Specializing in providing information and arrangements to ensure guests have a pleasant stay.

This often involves assistance with both on-site and off-site activities. In larger facilities,

dedicated concierge staff handle these tasks, while in smaller facilities, front desk staff frequently perform

concierge duties as well.
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When responding to guest requests, such as delivering amenities or providing room
service, it may be necessary to enter the guest' s room. In such cases, always knock on
the door or ring the bell and wait for the guest’ s explicit permission before entering.
Under no circumstances should staff enter the room without the guest’ s consent.
Additionally, if someone other than the guest asks for the room number of a staying
guest, always confirm and obtain approval from the guest before sharing this

information. Protecting guest privacy is of utmost importance.
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Check-out and billing operations involve handling the procedures and payments as guests
complete their stay and prepare to leave. It is essential to ensure the process is smooth
and efficient to avoid disrupting the guest's post-check-out plans. Additionally, care must
be taken to ensure accuracy in the billing to provide a seamless and satisfactory

experience.

a_fg = grot

7ua v bTITH 3573.‘%?73
Main Duties at Front Desk

4, Fxv 7Y 2FER

Check-out and Billing Operations
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Lost and Found Management
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Services used by guests within the facility, apart from their lodging (such as beverages

not included in the plan, room service, or massages), are referred to as "in-house use."
During check-out, confirm whether the guest has used any such services and verify the

details for accurate billing.
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Billing, also known as cashiering, involves creating an itemized bill for the guest that
includes charges for in-house use, accommodation fees, service charges, and taxes.
Present this bill to the guest for payment. After payment is made, unless the guest
explicitly states they do not require one, issue and provide a receipt.
There are several payment methods available, so it is crucial to ensure the billed amount
1s accurate to avoid any errors.
It is worth noting that tipping is not customary in Japan. However, service charges may
either be included in the accommodation fees or billed separately. Additionally,

depending on local regulations, lodging taxes or bathing taxes may be collected on top of

the accommodation fees.
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Managing the front desk requires ensuring the quality of customer service, overseeing
billing operations, and managing guest information. Additionally, it is essential to have a
comprehensive understanding of the revenue, expenses, and profit structure associated
with lodging operations.

Key performance indicators (KPIs) such as ADR (Average Daily Rate), RevPAR
(Revenue Per Available Room), and OCC (Occupancy Rate) must be monitored.
Furthermore, it is important to have a thorough understanding of costs, including labor

expenses, consumable supplies, and room sales commissions.
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Lost and Found Management
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If a guest leaves behind an item after check-out, it must be stored for a specified period.
If the owner cannot be identified or contacted within that time, the item should be

handed over to the police as lost property in accordance with the law.
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This involves creating new plans and designing events that utilize the lodging facility's
services to delight customers, such as overnight stay packages, day-trip plans, or lunch
buffet plans. It is crucial to correctly identify the target audience and use marketing

insights to thoroughly understand their needs, enabling the development of appropriate

plans.
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Targeting international inbound tourists.
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Targeting Vegetarlans and vegans.
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Suite Room Accommodations — Targeting affluent customers.
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However, selling packages that combine accommodation with transportation (e.g., flights,

trains, buses) requires registration as a travel agency under the Travel Agency Act.

Selling such packages without proper registration is illegal and must be avoided.
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Here are some important terms to familiarize yourself with when engaging in planning

operations
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Night, 2 Meals

This is an accommodation plan that includes dinner and breakfast in the room rate.

It is primarily offered at traditional Japanese inns (ryokans).
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Bed & Breakfast (B&B)

This is an accommodation plan that includes only breakfast in the room rate.

AW

It is primarily offered at hotels.
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Consecutive Stays
This refers to staying at the same lodging facility for two or more consecutive nights.

Consecutive stays may offer discounted rates or special benefits.
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Walk-In

This refers to visiting a lodging facility and utilizing its services without a prior
reservation. While advance reservations are generally recommended, facilities may

accommodate unexpected guests if there are available rooms.
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Deposit

This refers to an amount of money paid to guarantee the use of services.

It is sometimes referred to as a "deposit" in written form.
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PMS (Property Management System)
An abbreviation for Property Management System, PMS is software designed to
efficiently manage hotel operations, including reservation management, front desk
operations, room management, guest information, and billing. PMS solutions are often
customized to suit the size and specific needs of lodging facilities.
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Booking Engine

A booking engine is a system that enables lodging facilities to accept online reservations

directly through their own website. It allows guests to easily make their reservations and

provides the facility with a tool to manage bookings efficiently.

cHALIRNT Y EDY
RAT&4E. OTA % ¥ o ftiratt # FlfHw 1o %%&@%% %%i@ﬁazkvf
«xbv—b%£$ﬁ£% Ek%mm@ﬁac¢5 L A2 fag M@xu/bkt

TRTER Az T e pTa T

Direct Booking

Direct booking refers to making reservations or agreements directly with the lodging
facility without using intermediaries such as travel agencies or OTAs (Online Travel
Agencies). It often highlights advantages like best rate guarantees and exclusive stay

benefits. For the facility, the primary benefit is reduced commission fees.
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OTA (Online Travel Agent)

An abbreviation for Online Travel Agent, OTA refers to online travel agencies that offer

s
nﬂf

travel products and services via the internet. Lodging facilities typically pay a commission
fee to OTAs, which is generally around 8% to 15% of the sales revenue.
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Inbound Tourism
Inbound tourism refers to tourism and business activities targeted at travelers visiting
from foreign countries (international visitors to Japan). Inbound tourism plays a vital role
in Japan' s economy, contributing to regional economic revitalization and promoting
cultural exchange, among other benefits.
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FIT (Free Independent Traveler)
An abbreviation for Free Independent Traveler, FIT refers to travelers who plan their
trips independently, without relying on tour packages offered by travel agencies or tour

operators. This travel style allows individuals to create their own itineraries and explore

destinations freely at their own pace.
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VIP (Very Important Person)
An abbreviation for Very Important Person, VIP refers to individuals or guests who require
special attention and services. In lodging facilities, VIPs are provided with exceptional

services and treatment that differ from those offered to regular guests.

A 2

- 7y 7R IR
7 7t B (Upselling Strategy) 3. PHEORERE LT LD #ﬁﬁ&%ﬁ%@ﬂ‘ e

R

X%EALT%%ovk%Bth'&74/7$£T? AR TH L R
F— A LT, B # T 5 2 LDk > To eS¢ 3 2 LA TE ST
Upselling Strategy
An upselling strategy is a marketing approach aimed at encouraging existing customers
to purchase more expensive products or services. By offering additional value to the rooms
or services already booked by the customer, this strategy helps increase revenue
for the facility.
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All-Inclusive
An all-inclusive plan includes all service costs within the accommodation fee.

These plans often cover beverages, light snacks, and activities, providing guests with a
comprehensive and hassle-free experience.
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Repeat Guest

A repeat guest is a customer who has previously used the facility and continues to return

for additional stays. Repeat guests are often loyal customers who value the facility's services.
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OCC (Occupancy Rate)
An abbreviation for Occupancy Rate, OCC measures the utilization of rooms in a lodging
facility. Facilities located in tourist areas tend to see higher occupancy rates during peak
seasons, such as long holidays and Golden Week, and lower rates during off-seasons.
The occupancy rate is calculated using the formula:
(Number of Reserved Rooms + Total Number of Rooms) X 100
Example:
A facility with 100 rooms, of which 70 are occupied, has an occupancy rate of 70%.
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ADR (Average Daily Rate)
An abbreviation for Average Daily Rate, ADR refers to the average revenue earned per
occupied room. It is calculated using the formula:
Total Room Revenue + Number of Occupied Rooms
ADR i1s a key metric used in revenue management strategies and performance evaluations
for hotels. A high ADR indicates the ability to sell rooms at higher rates, contributing to

increased revenue. A low ADR may signal an imbalance between supply and demand or

an ineffective pricing strategy, potentially leading to reduced profitability.
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RevPAR (Revenue Per Available Room)

=

RevPAR represents the revenue generated per available room and is calculated using

the formula:

Occupancy Rate (OCC) X Average Daily Rate (ADR)

Setting room prices too high may decrease bookings and lower occupancy rates, while
reducing prices to increase occupancy may not lead to higher revenue.

To assess the operational performance of a lodging facility, consistently monitoring RevPAR
is essential. Adjusting both occupancy rates and average daily rates appropriately is key to
maximizing revenue and ensuring effective decision-making.
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Revenue Management

Revenue management involves strategically controlling room prices to sell
accommodations more efficiently and maximize profits. This approach is commonly used
in industries like hospitality and aviation, where inventory cannot be carried over.
Accurately predicting peak booking periods requires analyzing historical data and market

trends. Effective revenue management ensures optimal pricing decisions and revenue

optimization.
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Dynamic Pricing

Dynamic pricing is a pricing strategy that adjusts room rates based on factors such as
booking demand and the lodging facility’ s occupancy levels. Prices are raised or lowered
to maximize the facility’ s revenue and profitability.
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Yield Management

Yield management is a sales strategy aimed at maximizing revenue for lodging facilities.
Merely increasing discounts to boost occupancy rates (OCC) can lead to reduced yield
(revenue). Conversely, limiting discounts during low-demand periods may result in unsold
rooms.

To optimize yield, facilities manage room rates and availability based on detailed analysis
of historical sales data and demand trends.

Example: Airlines use yield management by setting various fares and seat allocations for

each fare type based on past sales data and demand forecasts.
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Public relations involves the work of disseminating information about a company's
activities and products, such as the lodging facility, to various stakeholders (travelers,
business partners, shareholders, employees, local residents, etc.). By sharing information,
the company can build a better relationship with these stakeholders and increase their
understanding of the company. This not only enhances the company's value but also
helps in spreading awareness of the company to a larger audience.

In terms of attracting guests to the lodging facility, it is important to communicate the
facility's strengths and appeal to customers. By clearly highlighting what sets the
facility apart from others, you create a compelling appeal for customers. Utilizing social
media platforms, which allow many people to see the content, and using the facility's
website to communicate directly with repeat customers are important tools.
Additionally, customer-generated content, such as reviews, is a powerful tool for

attracting new guests after they check out.
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A company website serves as a platform for sharing information about lodging facilities
and other services. It is crucial to regularly update the site to provide customers with the
latest information. Additionally, including essential details such as room rates and facility
guides 1s important, as these are key pieces of information customers need when making

reservations.
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Website Design and Usability

Create a website with clear navigation and an intuitive layout to ensure customers can

easﬂy find the information they need.

L e ER ] Cw
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Comprehensive Facility Information
Provide detailed information on room rates, room amenities, facility features, maps,
access directions, and nearby attractions to ensure customers have all

the information they need.
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Use of Photos and Videos

Include appealing photos and videos of guest rooms, common areas, and surrounding

scenery to capture customers' interest and showcase the facility's charm.
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Implementation of an Online Booking System

Introduce a reservation system to enable customers to easily make bookings online

at their convenience. This allows guests to manage reservations independently without
relying on travel agencies or OT As, reducing commission fees for the facility.

When listing accommodation plans on the company website, offering 6 to 15 plans is
considered the most effective range for maximizing customer engagement.

- BRIV YVBE(L (SEO)
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Search Engine Optimization (SEO)
To improve the website's ranking on search engine results, implement SEO strategies

such as using appropriate keywords and enhancing the quality of the content.

These efforts make it easier for customers to find the website and increase visibility.
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Collecting Customer Feedback
Gather feedback from customers to understand their satisfaction with rooms and
services. Use this feedback to identify areas for improvement and enhance the overall
guest experience.

 EHNREREA VTR
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Regular Updates and Maintenance
Regularly update the website with current information about the facility, rates,
and promotional campaigns. Perform ongoing maintenance to ensure the website

remains accurate and functional.
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Effectively utilizing social media for a lodging facility can strengthen communication with

customers and build the facility’ s brand.
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Content Strategy Development

It is crucial to plan the content shared on social media. Share valuable information with
customers, such as appealing photos and videos of the facility, local tourist attractions,
event updates, and special promotional offers. Providing content that engages and interests
customers helps enhance their connection to the brand.
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Regular Posting

Consistency in posting is essential. While posting several times a week or even daily is
common, it is important to determine the right timing and frequency based on the facility's

nature and target audience.
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Fostering Active Communication

Responding promptly to customer inquiries and comments is essential for creating

an engaging community. Additionally, actively commenting on and "liking" customer posts

helps foster stronger communication and build positive relationships with your audience.
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Collaboration with the Local Community
Partnering with local tourism associations and businesses is vital for promoting regional t
ourism. This can include tagging each other’ s social media accounts and conducting joint

campaigns to boost the appeal of the entire area.
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Utilizing customer-generated content
It is important to actively utilize photos and reviews posted by customers. Through

hashtags and specific campaigns, we will actively encourage customers to provide content.
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Analysis and Improvement

It is important to regularly analyze the effectiveness of your social networking posts
and follower trends using social networking analysis tools. Based on the results,

we will improve our strategies and aim to make our SNS more effective.
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Key Terms to Remember for Public Relations
Here are some important terms to familiarize yourself with when managing public

relations activities.
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Branding

A branding strategy focuses on highlighting the unique value and appeal of a facility
while delivering a consistent message to the target market. Effective branding
enhances customer awareness, increases repeat guests, and helps the facility move

away from price-based competition.
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Press Release

A press release is an official statement or announcement issued by a lodging facility
to share information widely through media outlets. It is commonly used to announce

new products, promote events, report achievements, and communicate other

important updates.

B IAXVTF—aY
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Segmentation
Segmentation is the process of dividing a market into smaller groups (segments) based
on specific criteria. These segments consist of customers with differing needs and

characteristics, enabling more targeted marketing strategies.
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Targeting

Targeting is the process of selecting the most attractive and profitable segments

identified through segmentation and focusing marketing efforts on these specific groups.
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Reviews (Word of Mouth)
Reviews are a crucial factor that significantly influence the reputation and customer
attraction of lodging facilities. Reviews are formed when guests share their experiences

at the facility online, such as on OTA platforms, review websites, or social media.
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Greetings are the foundation of hospitality. A warm greeting can make guests feel
welcomed and ensure they enjoy their stay. At the same time, delivering a greeting
helps staff create a positive and motivated work environment.

When greeting guests, ensure to:

Be cheerful, energetic, and wear a smile.

* Speak in a clear voice that reaches the guest.

* Make eye contact with the guest.

* Convey sincerity and warmth through your greeting.

o el wF Leddue

BET32TE2TEIPRINECTIRODLIDP0LHO2THENL 2T,

Here are some greetings that you should remember when greeting customers.

TS LPWVEE,
LR RT V- BTG o Lo ool A b5 o ORES U Flfio 4
Welcome! llashaimase

This 1s used when a customer arrives at a hotel, ryokan (Japanese inn), or restaurant.
IHOhESSITNVWELT

BEMRT - WD OB OB, LA RS U G R0 I B E e 3

Thank you very much. Arigatou-gozaimasita

Used when a guest leaves a hotel or ryokan, or when leaving a restaurant.
MW, DLZEDFHUL,

BEMO SEHCIE L 6 N ARG & T

Yes, | understand. Hai, Kashikomali-masita

Used when responding to a customer's request.
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Sorry, sir. Mousiwake-gozaimasen
Used when apologizing to a customer for something you have done or when a customer
complains.

(It is important to first apologize to the customer and then immediately report
the situation to the person in charge of the team.)

CTRAADETH « + - v oy
BRI L0 BT 2RO £, A FRAAY T4, 256 T
BHELCREIETTLES 2] B ELHL LT
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This is used when asking the customer for something.

For example, “Excuse me, could you please wait here?

 TREBEEWELE UL,
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Thank you for your patience.

Used when you make a customer wait for some reason.

CTHABEEREEL (FR),
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Please wait a moment.

This is used when you make a customer wait for some reason.

For example, “T1l bring you the [something] now, please wait a moment
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Excuse me.
Used when you go to a guest's room or a table in a restaurant,
or when you leave a guest's room or a table in a restaurant.
Kz, IR TE G ¢ 3 A THATHE P LY L OREERATOH L 352 1<
ST L T,
Essential Greetings for Staff in Lodging Facilities
Here are some key greetings that employees should remember when working
in lodging facilities:
HBIREICIE. TRIBES TEVET) EEVET,
When starting a shift: Say, "Good morning" (&lx&L>5WVWET )
BEIER. TREIRKLLET) EEVET,
When finishing a shift: Say, "Excuse me for leaving first" ( 5%&lckiLUET ).
cBETBANG. BENRIFTUR EEVET,
To someone finishing their shift:
Say, "Thank you for your hard work" ( &ENWZIETULE).
RRBICABEE. REICADET, EEVET,
Fle. REEFATTRAEERER. BFIC "SA) EDIFT TOOZ A LHVET,
When taking a break: Say, "I'm going on a break" ({AEICAD X9 ).
Additionally, when addressing colleagues, use their last name followed
by "san" (e.g., "Mr./Ms. OO" or "OO2A ") to show respect.
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Greetings are the foundation of customer service. When you greet a customer, it
helps them feel comfortable and enjoy their stay. Additionally, those who greet
others will also feel good about their work. When greeting, make sure to:
* Greet with a bright, cheerful smile
» Speak with a voice that can be clearly heard
* Make eye contact with the other person
* Greet them with sincerity and warmth
By following these basic principles, you will create a positive impression and provide

a welcoming service experience.
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Proper posture and bowing are essential when providing customer service.

Key points for maintaining the basic posture include:

. BHEMBIET
Keep your back straight.
. BIEESIE. BTREEIL
Tuck in your stomach and slightly lower your chin.
« BODDEEDIFT, DELRDULEAGS
Place your heels together with your toes slightly apart.

« BOHERE, BEOPPTONBETATE FICLTECERS
(BHERER T TSR
Relax your shoulders and lightly overlap your hands below
your abdomen, with the right hand underneath.

(For men, keeping arms naturally at the sides is also acceptable.)

ROl

LA

o BABEET. SERICREHEETNLL
Maintain a natural expression and never forget to smile
when interacting with guests.
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Bowing: A Gesture of Respect in Customer Service

Bowing is a way to show respect to guests. When serving a guest, maintain eye
contact during the interaction, then bow afterward. There are several types of bows,

and it is important to use each one appropriately based on the situation.

D) & weeruioh ghioskior—r M.
= 25 hhio 17— & BB REL B S
IBagl -
;(E":J 15°E%1'tﬁ Used when passing by a customer, visiting the

Lean forward about 15 table of a customer who is eating, or leaving the

table.

WAL

19001 Y NG L2 N sird ww
No . L.ﬂ.bow FEMPEWITIREXIZICD L LT, ALY
_}.}n B A bot Exs
WAL meheo s
salute Most commonly used when welcoming guests
> e and in various other situations.
#7 30° Rt

about 30°forward tilt

éL# S L T i s P L3 Frlaz
@ B_i,ﬁjﬁ* FEBPLR/ ORI REY T 2K, B&EMELC
Most respectful ;;o;%'*(}jf B Y (:féih‘ RN

bo )
W‘ Used when seeing customers off when they
45wt leave, apologizing to customers, etc.

Tilt forward about 45°
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When interacting with guests, it is important to make eye contact, smile, and speak or
guide them warmly. Even when faced with sudden requests, avoid outright refusals.
Instead, think about how to accommodate the guest’ s needs, and if an immediate
decision cannot be made, consult with a supervisor.

Conversations with guests should be conducted in a bright and clear tone. In Japanese,
the use of honorific language (keigo) is crucial when serving guests. There are three

types of keigo, and each must be used appropriately:
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Polite Language
(Teineigo)
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Used to show respect and elevate the status of the person being

addressed, typically for superiors or those in a higher position.

[FANRY

A5~ D2 L CHTFR TR EL 2T

Used to lower oneself in order to show respect to the other person.

hrdhH hirhh
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Demonstrates respect through polite expressions, such as adding "desu,"
"masu,” or "gozaimasu" at the end of sentences (e.g., "This dish is delicious"
> Kono ryouri wa oishii desu). It also involves using prefixes like "o" or "go"
(e.g., oryouri for "dish" or goshukuhaku for "stay") to enhance politeness.

Using keigo correctly ensures respectful and professional communication

with guests.
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In lodging facilities, the ultimate goal is to ensure that guests leave with the thought, "I'm
glad I stayed here." To achieve this, employees must always provide courteous service,
regardless of the situation.

Delivering heartfelt customer service and hospitality, referred to in Japan as omotenashi,
is essential. This involves anticipating guest needs, exceeding their expectations, and

offering attentive and considerate care that makes their stay truly memorable.

BEROMIEFH 2 0 Dh THAL £ 7.
Examples of Customer Service Practices

Here are examples of specific customer service scenarios in lodging facilities:

LRS-

DEHEPENTIAHES N T L2 TFOBA R, TADSRELTL & Sh EREN
LET,
If a guest appears to be searching for something within the facility:
Approach them with, May I help you find somethmg?
DEABHNTEER? TENT 2. 2~ 35, ERAE, SEROSRICED
BROSHEEET,
When guiding guests within the facility: Walk 2-3 steps ahead on their left,
matching their pace.
@rEr L+ B, BRI ERT 5 £ T—EIBIEE> TRRLET,
When passing by a guest: Stop momentarily and bow until the guest has passed.
OBERIFCIED 6 03, TBIEFTIEVNETH SREELET,

If a guest calls out to you: Respond with, "Yes, how may I assist you?"
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When transporting a guest's luggage to their room: Handle it carefully and deliver it
directly into the room.

O E > THERCHENE T 255018, FOVSEECAT 4 5085232 T
ZERLET,
When giving directions using a map: Use an open palm with four fingers t
ogether to point.

O — 2% — & BEECIETHC I HFEN S RTEAOAAICAF TAFTRHELLE
ER
When handing over the room key:

Present it with both hands, oriented so the guest can read it correctly.

®P U B TR L ~— 2 — 2T 201, BEBEREBELET,
When using the facility’ s elevator: Always prioritize the guest.
@5) 77y B, fo kARG E R E B R E LT b, BT HRBICEAERIC
BELTESSHEIT bDTY. 202 L v AHEROTHEELITVET.
For barrier-free accommodations: Ensure that all guests, regardless of disabilities,
can have a comfortable stay, keeping this principle in mind during service interactions.

R
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For guests in wheelchairs: Communicate at eye level and guide them to a spacious

parking spot close to the facility entrance.

L Lsdait ERR I
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For guests with visual impairments: Approach them from the front and offer

assistance with, "Is there anything I can help you with?"
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For guests with mobility difficulties using a cane in the restaurant: If they wish,

guide them to a seat near the entrance for easier access.

GERIEED S 3 EEN 70 Y MU L, FEPEXLEALTHELET
For guests with hearing impairments at the front desk: Use sign language or

Written communication to assist them
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For guests locked out of their room after leaving their key inside: Verify the room

number and name, then accompany the guest to unlock the door.
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To improve guest satisfaction as a facility: Teach staff to always consider the needs

of the guest when interacting.

LwlzliLlLen SADTE
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For facilities hosting international guests: Emphasize understanding and respecting

cultural and religious differences to enhance guest satisfaction and provide

thoughtful service.
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5. Walxis
Telephone Etiquette
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Working in a lodging facility involves handling various phone calls, including reservations.

ﬂLll\ .

EL

Properly managing these calls is crucial. Key points for telephone etiquette include:

TRER B A L FHA LB L To <
Prepare materials: Have a notepad and pen ready before answering the phone.
P SE 2
Identify yourself: Begin the call by introducing yourself
WP K CHAR, MTOLH (2H%) 2R
Verify caller details: When transferring a call,

confirm the caller's name (or company name)

B LA Lwbs =

CE R O OWEEE, HTATERERCLORHRAL T L, FBEE
LT,
End the call politely: For guest calls, ensure the caller has hung up

before placing the receiver down.
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Handling Complaints
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Handling Complaints
RS TR LR RS THELTORE LTS, BFrr—2a () BREL 2
. s —LWEDEAL ¥ b,
Even with attentive and heartfelt customer service, complaints are inevitable in

lodging facilities. Key points for addressing complaints include:

C3F. RIS #RI LR BRUT
Apologize sincerely: Begin by expressing regret
for the guest's discomfort or inconvenience.
v —LORKE T ECHERT
Understand the issue: Carefully confirm the cause of the complaint.

® s LA

CEAEH T B

Report to a supervisor: Inform the appropriate authority about the issue.
LT,

P
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If the complaint is clearly due to your own mistake, avoid attempting to resolve it
entirely on your own, as this may escalate the guest's dissatisfaction. Instead, report the

matter to a supervisor. If you are the supervisor, investigate the issue and implement

appropriate measures to resolve it.
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f you are the supervisor, investigate the issue and implement appropriate measures to
resolve it.

Examples of Complaint and Incident Responses:

HAwA A A

DxkfEh T CETO 7 v — L% 20 IR, TREORKE 237 L. ) H
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Noise complaints during the night: Investigate the source of the noise and take

appropriate action to resolve it.
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Conflicts between guests: Listen calmly to both parties and make an unbiased decision.

BB E M Vﬂfﬁﬂﬁtﬁk@aém%ffﬁ%tf*hi Eel! i%lﬁ%ﬁﬁ% TRE T IR Y £
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Lost valuables, such as wallets: Gather details from the guest and search thoroughly. If

theft or criminal activity is suspected, contact the police.

A Ty
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In case of a guest suffermg a serious injury: Arrange for an ambulance immediately.

Feldd Lolik2L¥"D ERE el Le<t
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Negative feedback about the facility (rooms, meals, baths): Share the feedback within the

team and discuss 1mprovement measures
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When receiving work reports from subordinates: Begin by confirming the "results" and,

based on this information, investigate the cause and make an appropriate decision.
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In Japan, the concept of "omotenashi” is central to customer service. This term embodies the
spirit of hospitality that has been valued by the Japanese people for generations and serves
as the foundation of customer service. It is equivalent to the English term "hospitality."

In hotels and inns, meals are one of the highlights of a guest's stay. To effectively convey
"omotenashi," it is essential to master basic actions, established rules, and proper manners in
service.

Additionally, in a restaurant setting, to ensure guest satisfaction, the person in charge
(manager or restaurant supervisor) must take on overall responsibilities, including overseeing
the quality of food, service, hygiene management, customer interactions, and complaint
resolution. They must also play a key role in employee training, customer management, and

guidance for subordinates, as well as managing the overall operation of the establishment.
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Food Allergies
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Health and Safety Management
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Basic Service Actions

2 - B7E L1 A

Dress Code and Grooming
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Specialized Terminology
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Serving Food and Drinks
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Food Rules and Etiquette
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Specialized Terminology
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Greetings are the first form of communication when interacting with guests

in a restaurant. They serve not only to convey a sense of welcome but also play

a significant role in shaping the guest’ s first impression. Key points for delivering

an effective greeting include:

- HFOHERT. TR TROEDELEAETHNEDET R L
Greet with clear, energetic voice while making eye contact
with the guest.
 BEREENHES, BADSEENICENEOETEE
Proactively greet guests when you spot them, rather than waiting for
them to initiate the greeting.

VAN CTHET AR, RIEL L TOAULERTT, FEEEHRT A2 L
T, FEMOMBFEECLY 4, AYLHKL Y FRUTO LY ©F,
In restaurant service, facial expressions are also an important element. A conscious smile

can improve the guest's impression. Key points for creating a positive expression include:

- FEEDOBEER. TOOMBESHIFSZ.. THUDESIFS, CLEBRTEIL
When smiling, focus on "raising the corners of your mouth" and
"lowering your eyelids" to create a warm and inviting look.

- DO SDENBERER ZERREENATNTHD, BLAIPTVRIEEMITI L
A genuine smile that conveys warmth is essential, as well as
maintaining an approachable and friendly expression.
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By offering good greetings and displaying positive facial expressions, you can establish
a good relationship with the guest.

Additionally, during service in the restaurant, it is crucial to be attentive to guests

at all times. Be observant of small changes in behavior or movements to detect
guests' requests and respond appropriately. For example:

» Clear away plates once guests have finished eating.

* Refill water or wine when needed.

» Ask if guests would like to order additional drinks or food.

* Quickly replace dropped utensils such as forks or knives.

Being proactive and responsive to the situation is key to providing excellent service.
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L2 5L TOBRDINL. EEHEARSD 6T,
BRI IR

When serving in a restaurant, maintaining cleanliness and proper grooming is essential.

calL s

Specific guidelines include:

BRI EEALEISNH. BLHDSRVESICEESHBI L
Hair: Keep hair neatly styled and secure it to prevent it from falling
on your face.
C ERRVERRAT Y MOAT Y REFERL TEPRRICENINABVE ST
52¢
Long Hair: If you have long hair, use a hairnet or hairband
to ensure it doesn’ t touch your face or food.

B, DIFREAZTD. DETHNERBREX I ERT T L

Face: Shave daily if you have facial hair, and apply light, natural
makeup if necessary.

OB, WX, BhicRERiF3zE
Nails: Keep nails short, clean, and free from dirt.
cXANP—MOREBV =K1 7 RBIF BT &
Nail Art: Avoid flashy nail art or brightly colored nail polish.
- HlRIE, EET. LDOBNABVE S ICREMT. RYvdFRTESHT, ELL
BERT3CE
Uniform: Ensure your uniform is clean, free from wrinkles or stains,
with all buttons fastened and worn correctly.
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Shoes: Keep shoes clean and free from dirt.

- ERI. RAKICEICOWY. BEHbElEbOPEERLORRIZ T E
Accessories: Avoid wearing accessories, including expensive or
flashy watches.

- BEDDBVWEKREEIC DI BWT &

Fragrance: Avoid wearing strong perfumes or colognes.

5 Y HEECT,

By following these grooming standards, you can present a professional, polished image

and maintain a hygienic environment for both guests and staff.
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3.% %31‘3%5@55 Customer Interaction
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The responsibility of a restaurant manager is to understand the unique
characteristics and needs of each guest, prepare appropriately, and respond to
ensure guest satisfaction, ultimately fostering a positive relationship. Specific

actions to achieve this include:

- BEHEERTZRE5ERD
Understand the guest: Approach each guest with the mindset
of truly understanding their needs and preferences.

- BEROBREVUIIANERETS
Confirm guest requests: Always clarify the guest's intentions and requests
to avoid misunderstandings.

- BEHICEORV. RREFSEOHT S
Be attentive and flexible: Stay attuned to the guest’'s needs and provide
flexible solutions when necessary.

 BEROCZLEEET S
Respect the guest: Treat each guest with respect and consideration,

ensuring they feel valued.
LR PCRERITHEIT S LAEETT,
By focusing on these principles, you can provide exceptional service and build strong,

lasting relationships with your guests.
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Customers Requiring Special Consideration
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There are guests who require additional support due to factors such as using a
wheelchair, being pregnant, advanced age, having disabilities, or specific religious needs.
It is essential to provide service with empathy, being mindful of their circumstances.
When offering support, it is important to communicate politely with the guest to
understand exactly what assistance they need before taking action.

Moreover, when a guest requiring special consideration arrives, it is crucial to prepare
in advance, including confirming which table would be most appropriate for them.
Always review reservation details ahead of time to ensure proper table assignments.
For example, when a guest with mobility challenges arrives, after confirming their
needs, guide them to a table near the entrance or in a spacious area. If assisting the
guest with seating, do so gently and quietly, ensuring the chair is moved slowly to

avold any noise.
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Handling Complaints
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While working in customer service, it is inevitable that complaints may arise due to
mistakes or various factors. It is crucial to respond promptly and follow the correct

steps to address complaints. The key steps include:

CEFRTECSDUL. Z0%. FPHICEILLEET 3
Apologize sincerely first: Start by offering a polite apology,
followed by taking swift and appropriate action to resolve the issue.
ERBICNSBIEETS, BETHRE T ICHT LACEELTHBT 3

Report to a supervisor: Never make decisions on your own, regardless
of the severity of the issue. Always report the matter to a supervisor
for guidance and action.

- BEROSVWAPEEONE. BESEL>HD LMK
Listen carefully to the guest's concerns: Take the time to fully
understand the guest's complaints, their perspective, and the specific

issues they are facing.

By handling complaints with patience, attentiveness, and proper protocol,

you can resolve issues effectively and maintain customer satisfaction.
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Serving Food and Drinks
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When delivering food to the table, it is important to pay attention to how the plates are

handled. Avoid touching the food with your thumb or leaving fingerprints on the plate.

Additionally, make sure the food is presented in the correct orientation, with the main

part of the dish facing the guest.

For Western-style dining, food is generally served from the left side, while drinks are

served from the right side.

When serving drinks, hold the glass by the lower half to avoid touching the rim. Be

careful not to make any noise when placing glasses on the table.
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In a restaurant setting, it is important to engage in polite communication with guests,
offering menu suggestions that align with their preferences and needs at the appropriate
time. Specifically, offering drinks that complement the food menu can enhance guest

satisfaction, and it also encourages guests to order higher-priced beverages.
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The following is a description of some of the distinctive alcoholic beverages offered at

restaurants.

76



VA bNS U —1E 22D T Restaurant Service

tiEALw

- BAE
FCAEERT L Er s ERCIF N T, Ok (iR, M. AR LT 2
L2+, DAREOMM S L R LIPS 0 £+, doIRED [l [HiER,
btz IR TG (] Ofkalinid b £ 7.
Sake (Japanese Rice Wine)
Sake is particularly favored by customers enjoying traditional Japanese cuisine.
It is made from rice (primarily sake rice), koji (a type of mold used for fermentation),
and water. There are many different brands of sake across Japan, each representing
a specific region. Sake can be enjoyed in various temperatures:
- Chilled ("Reishu"): Served cold, often preferred for lighter, refreshing enjoyment.
- Room temperature ('Jouon"): Served at ambient temperature, allowing for a more
balanced flavor.
- Warm ("Kanshu'"): Served heated, commonly enjoyed in colder weather or with rich,

hearty dishes.
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Wine
Wine is particularly popular among guests who enjoy Western cuisine. Depending on
the menu and the guest's preference, red or white wines are offered. Some well-known
red wine varieties include Merlot, Cabernet Sauvignon, Pinot Noir, and Syrah, while
notable white wines include Chardonnay, Riesling, and Sauvignon Blanc.
In addition to wine varieties, it's important to consider the region from which the wine
comes, as each region offers unique characteristics. For example, Bordeaux and
Burgundy wines from France, or California wines from the United States, each have
distinct flavors that pair well with different types of food.
Offering wine recommendations based on region can enhance the dining experience

and allow guests to explore a broader range of flavors.
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Food Rules and Etiquette
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Food rules and manners vary by country and culture. In Japan, there are unique customs

regarding the presentation and consumption of Japanese cuisine.
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ﬂ]ﬁ Japanese Cuisine
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Japanese cuisine emphasizes using fresh, seasonal ingredients that are of the highest
quality, often referred to as " A " (shun), or "seasonal ingredients." A fundamental concept
in Japanese cooking is "—i{1 =3¢ " (Ichiju-sansai), which means a meal consisting of rice ( =
il ), soup ({1), and three side dishes (3% or 3 #* ¢ ). Typically, the arrangement places
rice on the left, soup on the right, side dishes in the back-left, and the main dish in the
back-right." #iE {4 " (Chisan-chishou) refers to using locally produced agricultural and
marine products, as well as actively incorporating seasonal ingredients that represent the
four seasons (spring, summer, autumn, winter). This is another key characteristic of

Japanese cuisine.
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In ryokan (Japanese inns), kaiseki (247K ), a traditional multi-course meal,

follows the " —it=3% " structure, and the basic order of serving is:

Ol TE:
Appetizer

DEEEY
Grilled dish

DEEDY @A EDY
Pickled dish Rice and pickles

Eri5lwale
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This order is the fundamental sequence of a traditional Japanese kaiseki meal.
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In Western cuisine, it is common to use knives and forks. For a multi-course meal,

the typical order is:

A=K @Z—7 BEKE

Appetizer Soup Fish dish

w

S—

QHEIE ®FH— k ®31—k—
Meat dish Dessert Coffee

Fl3 AT 1H3CwAl L

P HEA 7 SR T
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In terms of table setting, cutlery is arranged around the plate as follows: forks are placed
on the left, knives and spoons on the right, dessert forks and spoons at the top, and the
bread plate to the upper left.
» Knife: Hold with the right hand.
* Fork: Hold with the left hand.
Cutlery is used from the outside in, and when eating, the knife and fork are placed on the
plate in a "V" shape (/\). Butter is spread with a butter spreader and applied directly to
the bread. After finishing the meal, knives and forks are placed together at the

bottom-right of the plate.
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With the increase of inbound international tourists to Japan, it is increasingly important
to accommodate guests with diverse dietary needs.
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Halal Food
Halal refers to food that is permissible under Islamic law. Halal food must meet

the following criteria:
- No pork or pork-derived ingredients.
- No alcoholic beverages used in food or drinks.

- Other animal-derived products must be Halal-certified (except for eggs and dairy).

@~TaY 7
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Vegetarian

Vegetarians avoid animal products like meat and fish, focusing on plant-based foods

such as grains, legumes, and vegetables. People who do not consume any animal products,
including eggs and dairy, are known as Vegans (V' 4 —# ).

Understanding and respecting these dietary restrictions and preferences is important in

providing excellent service to all guests.
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Food Allergies
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Food allergies occur when an individual experiences allergic reactions after consuming
foods containing specific allergens. In severe cases, anaphylactic shock can occur, causing
symptoms such as difficulty breathing, and failure to respond appropriately can be fatal.
Common allergens include the eight major allergens in Japan, which are:

* Eggs <+ Milk < Wheat ¢ Buckwheat ¢ Peanuts ¢ Shrimp < Crab < Walnuts
Guests may be aware of these allergens from the menu and choose not to order certain
items. However, when allergens are not immediately obvious, extra caution is required. It
1s essential to confirm whether guests have allergies at the time of booking or upon
arrival. If allergies are present, make sure to share this information clearly with the

kitchen and staff.
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For example, for wheat allergies, customers must avoid various foods containing wheat,
such as:

* Bread and bread crumbs

* Noodles like udon, spaghetti, macaroni, and Chinese noodles

» Sauces and seasonings like soy sauce, sauces, miso, dressings

* Dumpling wrappers, spring rolls, okonomiyaki (Japanese savory pancake), takoyaki

(octopus balls), and tempura
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To ensure guests feel safe while dining, it is crucial for a restaurant to strictly follow

hygiene protocols. Specific practices include:

Li A K T &
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* Regular hand washing: Wash hands before and after handling food,

~

1

i and after using the restroom. In addition to using hand soap,

% alcohol-based hand sanitizers should also be used.

22 . AREEYSEEPRETRE L LONPRRMOBR S S TR SREE
52 wazze

* Proper food storage: Store food at appropriate temperatures, and
keep raw meat and fish separate from other foods
in the refrigerator or freezer.
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These measures help prevent foodborne illnesses, which are commonly caused by
bacteria, viruses, or parasites. Notable pathogens include norovirus, Campylobacter, and
Salmonella. Norovirus, in particular, has a very strong infection rate and typically causes

outbreaks in winter months (November to February).

Also, to prevent spoilage and contamination, meat and fish should be stored and defrosted

correctly, ensuring no liquid (drip) leaks from the items.
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For excellent service, restaurant preparation before opening is critical.

Specific tasks include:

- ERPADODER

Cleaning the interior and entrance
B - B ERL E OB B
TE; Proper preparation and organization of tableware and utensils
S TNEYTFAVT (FTEY - BE - ANSU— - NRI—1E ) DR
Confirming table settings (napkins, dishes, cutlery, condiments)
CF—TIPVTDEY T VT PEERTORE ST
Setting up and disinfecting tables and chairs

Suruado 10Jy
uoneredarg

Verifying dish details and guest information with the kitchen

Y RTbEYRE O 2 A,
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After all customers have left, it is equally important to perform closing procedures in

preparation for smooth opening the next day. These tasks include:

- ERP A D ODER
. Cleanlng the interior and entrance

W . ameReRoRECREER
fE:  Replenishing and organizing tableware and supplies
C HRY—EY N OERPET

Cleaning and replenishing condiment sets
cF—TNEWTDEYT 1 VT OHESHTDIE SIS

Disinfecting and setting up tables and chairs
- EEEYIALIE

Waste disposal
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Proper cleaning is crucial for health and safety management in a restaurant.
Ongoing, frequent cleaning is required to maintain a consistently clean

environment. These measures not only contribute to customer comfort but also

play a significant role in preventing foodborne illnesses.
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Restaurant Operations Management
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In a restaurant, the manager is responsible for more than just customer service. Key
responsibilities also include maximizing revenue, managing expenses, and optimizing
operating profit. The major expenses involved are food costs, labor costs, sales

management costs, and utility expenses.

YA DY D

Dk i
BHOFE b LT, R B s EIAO T L e F 0T, R 30% ¢ HEE
LEEL TR Y b r—r 2 iTu0 d T,
Food Cost Ratio
This refers to the percentage of the restaurant’s revenue spent on food costs.

Generally, a target of 30% is set to control food costs effectively.
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F&B Control (Food and Beverage Management)

This is the method of managing the costs of ingredients and beverages.

It includes monitoring the quality of raw materials for food and drinks, checking
purchase quantities and prices, and managing these factors efficiently.

Additionally, analyzing sales data, managing inventory properly, and reducing food

waste are essential for controlling daily costs effectively.
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ABC Analysis (Sales Analysis Method)
This method categorizes and ranks menu items based on their sales and profitability.
By identifying which dishes generate the most profit, it helps improve the restaurant’s

overall profit margins.

@FL %
WAOFE Lt LT, %+ A& 0 2 HA0C L2 FLEL S0+, ik
MR Lo TAkEL a2 b ThHRMEME AFREZEY 2> br—nt 22 Lak
YT, AT 60% DUF T3 L2 HEE LT,
FL Ratio
The FL ratio refers to the percentage of food costs and labor costs in relation to
the restaurant's total revenue. Managing these significant costs effectively is essential,

with a typical target of keeping the ratio below 60%.
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The following restaurant terms are essential to understand and use correctly:

« D )VIN—
FATIRT A= E
Silverware
Refers to cutlery such as knives, forks, and spoons.
s hRAF—tv
F—7n LOBHER L LDy b
Caster Set
A set of condiments and seasonings on the table, often including salt, pepper,

and other seasonings.

Bu¥a

. BoBE
R ik M % 5 — 7 v B Y R 2 L

Service
The act of delivering food and drinks to the table and presenting them correctly.

e IALRUYY
L2 b5 D a—2DRYL E iR 2 BN O % ok Ak A

Welcome Drink
A drink served at the beginning of a meal to welcome guests,
often seen in the first course.
XAV Ta4vPa
FHOND L % 3 EE R
Main Dish

The central or main course of a meal.
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Buffet

A dining style where a variety of dishes are laid out, and guests serve themselves

from the selection, commonly seen in hotel breakfasts.

7ZAhlLk

A= a2— #@ﬂ&@ﬂ@% Af&iTéZﬁ4w
A la Carte

A dining style where guests order individual dishes from the menu instead

of a set meal.

“YLYT
T4 BT B P R R L . SRR T 7 4 v ORR 2 R 5 B
Sommelier

A wine expert who has specialized knowledge and can recommend the best wine
pairings for guests.
TAIT7 Ik
N TR R ¢TI e b5 -
Takeout

When food is purchased and taken away to be eaten elsewhere, rather than

consumed on-site.
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It is important to understand the possible risks in inns and
hotels, to avoid and prevent them in daily operations, and to
be able to respond calmly and quickly in the event of a fire,

earthquake, or other disaster.
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Understanding Risks in Ryokan and Hotels and Ensuring
Effective Risk Management
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Ensuring Guest Safety
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employee safety
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hygiene control
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Facility Management
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Environmental Responsiveness
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Facility Management Environmental Responsiveness
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Understanding Risks in Ryokan and Hotels and
Ensuring Effective Risk Management
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In the operation of ryokan (traditional Japanese inns) and hotels, it is crucial to be aware
of various risks and hazards that can arise in daily operations. Proactively preventing
these risks and ensuring a prepared, calm, and efficient response in the event of disasters
like fires or earthquakes is essential for both the safety of guests and the smooth

operation of the facility. Below are key steps and strategies for risk management:

t LA AL AR A B bHhAEA L ARGES
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Training Participation: Staff must actively participate in regular fire and
earthquake evacuation drills to ensure they are prepared to handle
emergencies. This includes learning the procedures for safely guiding
guests to evacuation points and helping them evacuate efficiently.
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Familiarity with Safety Equipment

Knowledge of Safety Devices: All staff must be well-versed in the

location and operation of critical safety equipment such as:

* Fire alarms and smoke detectors

* Fire extinguishers

- Emergency evacuation tools (e.g., evacuation chairs or ladders)

Regular Inspections: Ensure these devices are checked regularly

to confirm they are in working order.
FEOEZIAANSODOFEBERERIC 2 DOHMICEE (25FBEH) 1A
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Two-Way Emergency Exit Routes

Verify Exit Routes: It's essential to ensure that the building has at least

two emergency exit routes leading to safe evacuation points.

These routes should be kept clear and easily accessible.

Guest Direction: Staff must be able to provide clear and accurate

directions to guests to guide them to these exits during an emergency.
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Understanding Emergency Response Procedures
Familiarity with Protocols: Staff should be thoroughly familiar with the
facility's emergency response manual for various situations, including fire,
medical emergencies, or natural disasters.
Correct Implementation: Staff must be able to follow the manual correctly
and execute emergency procedures swiftly and accurately.
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Handling Medical Emergencies

Prompt Action: In the event of an ill guest, staff should encourage them
to seek medical treatment as soon as possible.

If necessary, staff should immediately contact emergency

services (dialing 119 in Japan) and provide:

* The guest's symptoms

* Age and gender

Quick Action: If the situation requires an ambulance, the staff should
promptly relay this information to emergency responders.

AR CERAICHEL TEZORBIPEROEND, ERSHIEAICONTEELA
nﬁt’é = C. fiﬁgb't\:\%c_c‘:

Awareness of Infectious Diseases

Knowledge of Risks: Staff should be educated on the risks and spread
of infectious diseases (such as flu, COVID-19, or foodborne illnesses)
and understand how to prevent outbreaks.
Proper Hygiene and Response: Staff should know the correct
precautions to take in such cases to avoid contamination and spread,
and act accordingly.

- BEINDHSBVRBYUHRND, EEFREAMDVEWINE ICEROREICE
ERBCENTEZTL
Monitoring for Suspicious Objects and Individuals
Vigilance: Staff should be continually observant of their surroundings
for any suspicious objects or individuals within the facility.
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Ensuring Guest Safety
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Ensuring the safety of guests is the most important responsibility for any hotel or ryokan.
While preventing accidents and minimizing risks is essential, it is equally critical to be
prepared for emergencies such as fires, natural disasters, or other unforeseen situations.

Staff should be fully equipped to protect guests' safety in the event of an emergency. This

includes taking the following measures:

(%é& D 5K 45()\? [5)'3 JJ:%E Accident Prevention Measures)

Ensuring the safety and well-being of guests is paramount in the hospitality industry. To
prevent accidents and ensure effective responses in case of emergencies, the following

measures should be taken:

CHREE. RTILIE. REDRE LB A ICREN DBENCHIET B1csic. Fic2ELLE.
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Fire Safety and Prevention
Fire Drills: Hotels and ryokan must conduct fire safety drills at least
twice a year. These drills should include fire suppression, evacuation
procedures, and communication protocols to ensure quick and proper
action in the event of a fire.
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Clear Emergency Exits: Emergency doors play a crucial role in containing
the spread of fire. It is essential that nothing is stored near these exits to
ensure they remain unobstructed and functional during an emergency.
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Fire Alarm Systems: All establishments are required to have an automatic
fire alarm system in place, which should be continuously monitored 24/7.
Regular maintenance must be performed to prevent malfunctions and

ensure the system works effectively during a fire.
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Security of Guest Information
Protecting Personal Data: It is vital to safeguard guest personal
information (such as names, addresses, and other privacy-related data).
Staff should understand the importance of this information and avoid
any leakage through improper handling. Strengthening network security
is essential to prevent unauthorized access to sensitive data.
Preventing Unauthorized Transfers: Guest information should never be
taken home or stored on personal devices (e.g., laptops) for purposes
such as direct marketing (DM) distribution. This reduces the risk of
data theft or loss.
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Fire Hazard Precautions
Handling Flammable Items: Flammable materials such as linen,
newspapers, and paper waste should not be placed near fire sources.
Cigarette butts and other fire-related waste should be disposed of
properly to prevent any risk of fire.
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Ensuring Safety for Vulnerable Guests
Assisting Elderly and Disabled Guests: When elderly or disabled guests
are staying, it is important to check with them upon arrival to identify
any specific support needs they may have. This may include helping
them with their luggage, guiding them to their rooms, or offering
assistance with any special requests they may have during their stay.
Support for Guests with Visual Impairments: If a guest with a visual
impairment arrives with a guide dog, it is essential to ensure the dog
is welcomed and accommodated without hesitation. Denying the entry
of guide dogs is both unethical and illegal under anti-discrimination laws.
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If a fire is discovered, promptly carry out initial fire suppression

and evacuate guests to a safe location.
HNBIC L BMEHADTEBERRITHICADBRHETTHD . ZhUBREEN
HARBREIC K BEAETS
The guideline for using a fire extinguisher for initial fire suppression is
before the fire reaches the ceiling. After that, use indoor fire
suppression systems to extinguish the fire.
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In the event of a fire or earthquake, never use the elevator.
Evacuate guests swiftly using emergency stairs or other safe routes
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In the case of a fire or medical emergency,

contact the fire department (119) and request fire trucks or
ambulances. When doing so, provide as much detailed information as
possible about the situation.
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employee safety
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In addition to ensuring the safety of our customers, it is also very important to ensure the
safety of our employees themselves.

Specifically,

AL

. HEIRTICHTADBVEICIE. FRIKZOSEERLKAEE S
If feeling unwell before work, contact your supervisor to inform them
and take the day off.

AU DL
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If feeling unwell during work, inform your supervisor or colleagues

and leave work as soon as possible. (Note: "Feeling unwell" refers to

symptoms such as coughing, sore throat, fever (37.5°C or higher),

diarrhea, stomach pain, etc. It is crucial not to self-diagnose with

thoughts like "it's not that bad" or "l don't want to bother others

because it's a busy day." Always inform your supervisor or colleagues

immediately.)
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cmplosee safety

- ERICREBWH 5 > LBEPRBEN VB AR, —ATREEMATHIEL., B
BICEUTERICESET 3
In case of suspicious items or suspicious individuals in the facility,
do not handle the situation alone. Work with others and contact
the police if necessary.

- BRICHBYAH S 1BA. RUTRFPVRIBLTOMRBELE S, TR/ 091
LRESV, BORLHICKREERES N ILTESET 2. TE3RFIVARTHT
5. BEDBYLLEET S
If there is vomit in the facility, do not handle it with bare hands or
without a mask. First, suspect norovirus, disinfect the area with
sodium hypochlorite before removal, and ensure that only a few people
handle the situation to minimize exposure.
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hygiene control
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It is very important for lodging facilities to properly manage hygiene to prevent
outbreaks of food poisoning and infectious diseases.

Specifically,

- IREE. T ILOEBBETSH S RRFOEEDL &, FEETSKICIE HACCP &
WSEEEEFREERALTREERSICHRET S
Under the guidance of the health department, which is the supervisory
authority for inns and hotels, food safety must be ensured by utilizing
the HACCP hygiene management system during food preparation.
 AHER2~5CERICHET S
Refrigerators must consistently maintain a temperature between 2-5°C.
ARESNTHIRRREEREERITS
Frozen foods should not be defrosted at room temperature.
- BREFHOSRAE FEECY < ILRE TDEFRV, HEPIBL, oD B,
TH5
The three main principles of food poisoning prevention are:
"do not contaminate," "do not allow bacteria to grow," and "kill bacteria."
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hygiene control
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There are many bacteria and viruses that can cause food poisoning,

but common ones include norovirus found in shellfish like oysters,
Salmonella bacteria found in egg-based dishes, and E. coli (0157)
which is often related to undercooked meat, vegetables, or

inadequate handwashing.

RICEZR1= 74— LEBATR L LBIC. EEOMBESE LA ERENER
REICED

Always wear a clean uniform and maintain personal hygiene by keeping

hair and nails neat and clean.
BREULBHCOVTIR. EEOMAEDSRD EFEICEDT EETTHRL. RER
BOEEICLAEL. BVERRRS. MEBY-F17EBESHL, HODHEED
RLTENBWEE, BERICREBICOTREESZTEWIEW, Ef, HEL
BB EDBREBEGS TN, BHEE->TCIBIRLTHRTZEBLE
LEETHD

Personal grooming should not only focus on maintaining cleanliness

(e.g., hair and nails), but also avoiding excessive hair coloring, tying
long hair back, refraining from wearing flashy nail polish, and not
crushing the heels of shoes. Employees should not give off a bad
impression in terms of appearance. Furthermore, grooming includes
posture and demeanor; for example, maintaining an upright posture
while waiting is crucial for professional conduct.

105



PR PR 2 DM IEBEAIEE (D W T Safety and Health Management and Other Basic Knowledge

4. AR O LT
hygiene control

- ED DBVWEKIIES TEELTRLDIFEL
Strongly scented perfumes should not be worn when interacting

with customers.

CSHVPERNFERNSBIEDT, BLESVERZCHNIEE. ZOEZICA
BRICBTFRVNETS
Regularly practice gargling and hand washing, especially before

>3k

handling food or dishes.

[

R B BREDIVAFUTPT—TI - BF - BREEOS VT Y FICEAHEN
NEICHERL. BhERDI ST CICERTS
Constantly check for dirt or stains on exterior areas such as floors,
walls, and windows, as well as interior items like tables, chairs, and
other fixtures. Immediately clean any dirt found.

- BERNSEIBVNY I P — RELEICERRRERED
Maintain cleanliness in areas that are not visible to customers, such
as the back-of-house.

- BHOXR (KB BE) ICEEL. AEPERORERLLEICEEELS
Pay attention to daily weather conditions (temperature and humidity)
to prevent the growth of mold and pests.

CEREBEBLTHRALTVRES. EREERAL TERENCEET S
If using a circulating hot spring, regularly disinfect it with chlorine.

LR PR Lo b EfioTuhidniEud A,
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Accommodatlon facilities include a variety of facilities, equipment, and devices, and small
deficiencies can lead to major accidents. It is very important to properly manage facilities
to prevent such accidents.

Specifically,

R Sel

.70Y k. OE—. gszﬂam\ﬁnééﬁ%\ﬁ H%Tm\w £ E IR

Fb&mbﬁ%kﬁﬁb KFE%EbLﬁkﬁ ﬁbk%ﬁﬁé%t ﬁ?%
Regularly check the air conditioning systems in the front desk,

lobby, and guest rooms, as well as other equipment, fixtures, and
interior items to ensure there are no issues. If any problems are found,
promptly report them to the facility manager.
CFTDORBLRAO—TORBHRERERNSDOY I TR NOHVEDEN B > 1k
. ZORBERRTZEELIC, BRESDB TIRREMMBLUEICHE LS
When guests request or inquire about the installation of handrails or
ramps, make sure to record the details and suggest improvements

to the facility manager.

- BEBOBICHNAVIR—ZICDONTS, BROBESEZEREL, RETHE
PTVEBSEEE®IST S

Even in areas not visible to guests, maintain organization by tidying up
supplies, documents, etc., and ensure a safe and efficient workplace

environment.
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ALPTWIESR - BRZEORADRHSATVS
Implement universal design principles, ensuring that the facility,

products, and services are accessible to everyone, regardless of age,
gender, or disability.

SLRERLomh LiioTua w2 HA.
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Environmental Responsiveness
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In addition, as the importance of the SDGs increases, it is very important to promote
environmentally friendly practices in lodging facilities.

Specifically,

- HiE. BABREDEIRLE—ICEHS
Make efforts to conserve energy, such as reducing electricity and
water usage.

EOEHEVERL L. TIBERTIHRIICEDS
Eliminate unnecessary paper usage and ensure proper sorting of
waste when disposing of it.

CBIEUYA 2 LD EROMHICOVWT LECENEICRERT S
Propose ideas to supervisors or relevant personnel for environmental

recycling and resource conservation.

CLEERLomD EfioTuhkdiuLuy A,
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