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Is smiling a kind of skill?
— A study on consideration of labor on ‘Omotenashi’ —

AN ANz

Kazuhiko Kano

Abstract

We have often seen and heard the word ‘Omotenashi’ over the last ten years in Japan. It seems like
the word is specially used by companies belonging to the service industry in order to emphasize some su-
perior point. What is ‘Omotenashi’ as related to goods that are traded for money? Though it seems to
refer to some kind of service, is it just service, some special service or something completely different
from service? What is required for workers engaged in ‘Omotenashi’?  And how are they compen-
sated for their work?

This study begins with the history of ‘Omotenashi’, considers ‘services’ and then compares

‘Omotenashi’ and ‘services’ and connects them to hospitality too.
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