q:f'.l't % SPECIAL REPORTS

REEDHHHELALICHESTAEHREBT VAT L

BHEEAND Y —

ERTH A DwER

Application of Service Design Method to Information-Sharing System for Hotels Aimed at Providing Visitors

with High-Level Hospitality
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Japanese industries in the service sector have been facing critical issues including low productivity and a labor shortage. The introduction
of information and communication technologies is expected to substantially improve the efficiency of service operations in hotels and Japa-
nese-style inns that provide visitors with hospitality.

The Toshiba Group, in cooperation with the operator of a traditional inn committed to offering Japanese-style hospitality, referred to as
omotenashi in Japanese, has responded to this situation by promoting the introduction of an information-sharing system to the inn through
collaborative work performed by a cross-functional team (CFT) composed of business, technology, and creativity (BTC) specialists. Utilizing
a service design method comprising a customer value (CV) design system, we confirmed that efficient information recording and sharing
among the staff members to ensure smooth behind-the-scenes operations can lead to enhanced levels of hospitality. As a result, the Field

Voice Intercom Edition of RECAIUS, a communication support tool allowing staff to easily input information using speech and text data, was

introduced and optimized and has achieved an improvement in the quality of hospitality.
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Scene of workshop based on service design method

b« KRR OIY 22y TSN LTz, LR ik
FERIRIC RN TT, A/ L EditionZ@UTINELTZ, B
21HOaAZ 2= —vayOEFEnad ZiELEns, &
FEGRFIC, ARV ITBREBICEDXSBRHFEEL TV,
4 > 71 I\ Edition NV TE D X572 G D A 1h B> T2,
IR HBILTHERLE (R1), ZLTZD%, BmEsA
THEDMRE T4 Ay arkH Lz, T—ovavT
ZEUT, HADARZY TMUZZHENEE TS/l
mz, A2y 7RTHRCHETETORWERMFET S
BE, Wil ERTELELNT

3.2 Y—ERTI—TFUrMckBTOVE - INWIRT—Y

DHBINELZDEMFE

T—0 a7l T, BEOADHE, V7 IVIEFIHIR
TLORR, TEEE L TORE, RUTAZYTDEFN—3
YeVokZEENMmNSHIET ZZ AL BT, BET
HLOM F2FBIT27-0DOFEE LT, L Edition D
W EAED T2 L (B2), TNETICTEIEEIDYD
DRI T —C ZAZEFRTHGD A XY T, Y —Ib
ELTEHTEREIICT B0, Y ATLI—Y—ThHh
BIREEA Ry TS 7 TV r—2a> DAY Z—T 2 —A
WECHRT L, DMOFWVFUF TEANL AZELIZNTE N
WETHD, ZTT, BHFEUTLUTD 3 fiz2i 7,

(1) ¥EHGEINOSCTANEREZBNSTE

2) HEEEREELOTHRTESCTE

(3) FEDEHZIRDIRSIENTESTL

INHOEMEE, MEREETROLNZILIZEDBAA,
Bk = 1 0 7 S ™MD JEBH 72 38 U CHEE LT 0 B 2 E O fkfE I
WY ZEDMRITIRN D WET IV—T DA 2 F1 L Edi-
tionl¥, TNHRTOEMEWTZTIIICHREE L (B3),

RZLEa—Vol.73No. 4 (20187 8)



OOBDBETHHMSLTVET,
B(CW) DEZHELLTEZL,

fREA AFULE LT,

HEB OOSARREBERAF LI,

2. Y—EXIT =TIV bRV, BHTELY—ERDEE
ZIHE R THIET —EAERZELHATEILT, BLOHEM
MO EAN I RER R TET,

Example of development study to improve omotenashi service using
service blueprint
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Overview of Field Voice Intercom Edition of RECAIUS
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Example of user interface display of Field Voice Intercom Edition of RECAIUS

Bt T, BT ELRWY—)b | & OfHGiZ15 T
W, BIE, MURREECRIAT 3 HKAERERMA T 7V —a
U SIERGRBEE LTI —AEN, BEIXT ™MD
TrarEihe LTREENTWVWS, Fz, 57, &Fa)
TA4—, YIREERRA IR EFUCEENIBED T 5,

A2 71 L Editionld, &« TFAMCEKABAZYTDIIa
Z—arEEy—IVE LTEHENTWS D, ®mIETIE,
TNEHGBEDED T > IN—T L — N 205 il & i
/D, BEET—EZN—ALEHE XS 7209 % (RECAIUS
axTR) TRICKD, TITHEEO W DREDL
DZEHEL TV,

TOEKIIC, NeANDAZ 2= —vay OAMERINT
Z.):I::L_—’T‘—‘/El/AI?E)‘%Q&%J%L«_*U}%%’I’L%) h, 5%
b, CVTYA U FERRZRINCHNTHEZ Y —E X
] FICHOAHA TV,

X |k

(1) HEZTYVYYa—vay Ak EHE. RECAIUS 74—V RRA A,
<http://www.toshiba.co.jp/cl/pro/recaius/lineup/fieldvoice.html>,
(£ 2018-03-31).

@) IR “D—C REEEDAPEN. <http://www5.ca0.go,jp/keizai-shimon/
kaigi/special/future/wg1/0418/shiryou_01.pdf>, (£ 2018-03-31).

@) WFHEE EFEDSRIICIDZKRIOZONELTEHTEE - Mgy —
CROEZA LT 5. —eyvny—. 2014, 1, 2, p.14-17.

@ WUEE. Y—EATYA Y OHRE  HAITHE IR A0 DN
fe. IX - T 1 - T, 2017, 280p.

- RO ME, (#F) BEIXRTV DR,

2 B KURODA Yuka
THA s — THA VE—
TR 2 - SR P RS
Design Dept.1

FIIl Bh— KAGAWA Koichi
HETVRVI ) a—2ar X (k)
RECATUS 83 HE3E S )i I HEE
Toshiba Digital Solutions Corp.

#4 B KAKEMURA Atsushi
HETVRI ) a—2ar X (k)
RECAIUS 3£ HEE S F12ERH7EHS

Toshiba Digital Solutions Corp.

=IE %0F  MIYAZAKI Tomoko

(€)1
Jinya Co.,Ltd.

HZLE21—Vol.73No.4 (20184 78)



