Ratio of different business categories in total
GDP (2014)
Service industry (narrow sense)
Entertainment, restaurants, inns, laundries/barbers/
beautification/baths, other services provided to
individuals, advertising, leasing of commercial-use
goods, automobile and machinery repairs, other services
provided to business establishments, education, research
and study, medical service and welfare, etc.

Private non-profit services 2%

75％

Service industry
(narrow sense)
20%
Information and
telecommunication 6%
Transportation 5%

Japanese service industry labor productivity is low

Service Industry

In order for the Japanese economy to keep growing, the overall quality
of the entire service industry will inevitably need to be improved. The

(Comparison with U.S. level set as 100%)

（%）
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Improving the
entire level of
productivity

Creation of
service frontier

Overseas
Expansion

Aim to improve
work efficiency and
increase value-add
through the crosssectional sharing
of companies’ best
practices and the
promotion of IT, etc.

Establish new
business models
in fields expected
to grow in the
future, including
tourism, sports,
health, energy, and
creative industries.

Create an
environment where
the Japanese
service industry
can easily expand
overseas, and
cultivate the earning
power of the
industry worldwide.

national government is promoting a strong message of “now is the time
to spark a service productivity revolution.”
So, how can we spur innovation to this end?
Let’s go through some important pieces to the puzzle.
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Doubling its
earning power

Agriculture, forestry
and fisheries 1%

Governmental
services 9%

Building a
foundation for
improvement

Establish a certification system that helps ensure
the quality of services while also forming a common
hub for regional service providers. Further, develop
highly skilled human resources dedicated to service
industries.

U.S.

Germany France

U.K.

Japan

ROK

(Note) Prepared based on the White Paper on International Economy
and Trade 2013

The service industry in a broad
sense accounts for about 75% of
Japan’s GDP. While other sectors
such as agriculture, forestry, fisheries,
manufacturing, construction, and
mining have all been in relative decline
over the last 30 years, the service
industry is steadily increasing its ratio
while diversifying its content every year.
The service industry is thus essential
for the Japanese economy. However,
labor productivity being at a lower
level compared to other advanced
countries has been a long-standing
concern. As shown in the chart above,
the labor productivity of Japan is below

60%, when setting the level
of the U.S. as 100%. Also
in comparison with the
manufacturing industry in
Japan, the labor productivity
level of the services is lower
in general, excluding certain
categories of business
including information and
communications, finance,
insurance, and real estate.
Under such circumstances, the
national government set forth a goal of
increasing GDP from the current 480
trillion yen to 600 trillion yen by 2020—
of which 90 trillion yen will be generated
by the service industry. Improvement
in the productivity of the service
industry is indispensable in order for
Japan to achieve this goal in spite of a
decreasing population.
Therefore, the national government
promotes the prioritized measures in
the form of three pillars, namely “raising
the level of such productivity by utilizing
IoT and other measures,” “creation of
service frontier markets,” and “overseas
expansion,” in addition to building a

Real estate
12%

Construction 6%
Wholesale
and retail
14%

Electricity,
gas and
water 2%

Finance and
insurance 4%

Service industry (broad sense)
In addition to the narrow sense of the service industry,
electricity, gas and water, wholesale and retail, finance
and insurance, real estate, transportation, information
and telecommunications, governmental services, and
private non-profit services
Source: National Accounts of Japan, Cabinet Office
(Note) “Private non-profit services” includes labor
associations, political parties, religious organizations,
and private schools.

foundation for improvement that props
up these pillars.
From the following page onward,
we would like to introduce case
examples where productivity increased
dramatically by improving work
efficiency through the early introduction
of leading-edge technology. We will
also touch on the actual situation
concerning the drive to develop highly
skilled human resources dedicated
to the service industry. Further, we
will explain the backup system being
developed by METI, targeted to
business operators, which will work to
improve their future productivity.
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Kagaya

Poppins Corporation

Designed their own original
system using cloud services
With the national government recently promoting
solutions geared at reducing the childcare
waiting list, demand for baby-sitting as a service
is increasing. At Poppins Corporation, since
its foundation in 1987, the number of people
who wish to receive Poppins Nanny Service—
engaged in the baby-sitting and human
resources dispatch business—has been on the
rise. However, until recently, communication
and logistics had been done via phone and fax,
both inefficient by today’s standards. In order
to effectively increase clients, technological
improvements were deemed necessary.
Therefore, the company developed their own
system to their preferred specifications utilizing
cloud services, allowing them to independently
design an IT solution without needing to invest
heavily in programming or infrastructure.
Automated work-to-match requests between
users and nannies, which used to be time
intensive and logistically burdensome, can
now be completed in under a minute using a

smartphone or personal computer. Further, six
to eight sheets of documents that once had to
be filled out by hand upon subscription have
been replaced by a one time, easy to use, online
portal for entering user information directly
into the system. By also implementing security
measures, the protection of personal and
confidential information is now higher compared
with when fax technology was used.
Although there had initially been concerns
about, for example, miscommunication due to
the introduction of IT, with the additional time
and resources obtained through improved work
efficiency, the company was able to invest in
education and training programs for sitters
while also improving the follow-up system for
users. Ultimately, the quality of service improved
largely, leading to a dramatic increase in
customer satisfaction.

CLICK!

Happy Co., Ltd.

Cleaning services have had to deal with
complaints from customers such as, “the
clothes turned yellow after being treated at
the dry cleaners” or “my request was rejected
at the cleaners because the treatment might
cause damage to the fabric,” etc. In order to
resolve such issues, Happy Co., Ltd. embarked
on the development of original technology.
The company had been developing various
techniques that were previously regarded as
impossible to achieve using conventional dry
cleaning technology, namely “Aquadry ®”, which
simultaneously treats oil-based and water-based
stains, or “Repron ®”, which recovers the colors
and texture of garments by removing oxidized
stains and the yellowing of fabric.
Clothing with particular problems must be
treated on a case by case basis. Therefore,
the company also developed its “electronic
records” which is an original IoT system that
compiles a database of information on each
item of clothing, using 3,000 categories
under 150 headings. The company conducts

Nihon Service Award,
Award for Excellence
(SPRING Prize)

consultations with clients, and adds information
to the electronic records, including special
requests and lifestyle information. By sharing
all such information, including measurements,
cleaning, finishing and payment, the company
provides a maintenance service that is ideally
suited for the particular state of each item of
clothing. Also, by utilizing the huge database
accumulated through its electronic records,
the company is now able to quickly familiarize
trainees with advanced techniques by making
explicit the latent knowledge developed through
the experience of skilled workers.
Development of such technologies and systems
led to the establishment of a completely new
service model called “Carementeh®”, which
goes beyond ordinary cleaning services. It offers
the ability to take your favorite clothes that you
have repeatedly worn and return them to “like
new” products—also reviving all the special
memories woven into the clothes.

CLICK!
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Conducted scientific research
on robots for omotenashi hospitality and table service
Kagaya, the long-established Japanese-style
inn, has been enjoying a reputation for quality
of service since its foundation in 1906, and has
been ranked No.1 in the general category of
“100 Best Hotels and Inns of Japan Selected
by Professionals” for 36 consecutive years.
However, with expansion of facilities, the burden
on staff for maintaining the level of service
quality increased significantly. In particular,
delivering meals and room service requests to
each room had become difficult for staffs.
Thus, in 1981 and again in 1989, Kagaya
introduced robots to take dishes to each room.
The workload of these robots is equivalent to
approximately 30 people. Thus, room staffs
were freed from much of the work associated
with transporting things around the facility
and were able to concentrate on delivering
hospitality to customers.

How to increase
customer satisfaction.

There are 2 ways to improve productivity, 1) Increase work
efficiency, or 2) Add value to the service.
Here, we will introduce some examples that demonstrates the
achievement of these two goals, as well as efforts to develop highly
skilled human resources in the service industry.
Hopefully, there are hidden skills your company can put to good use.

Established a new service model
combining original technology and IoT

Nihon Service Award,
Minister of Health, Labour
and Welfare Prize

In order to maintain the high quality of service
from the time of its foundation, and to allow the
staff, who provide the service, to continue to
work long term, it was necessary to efficiently
utilize the latest advancements in technology.
The national government has set the target of
40 million foreign tourists visiting Japan in 2020,
when the Olympic and Paralympic Games will
be held in Tokyo. In order to allow these tourists
to experience Japanese culture and build
positive, lasting memories in Japan, much of
the behind the scenes work will be entrusted
to machines and robots, enabling human
resources to concentrate on the omotenashi
hospitality work that can only be implemented
by humans. The establishment of such systems
is now being undertaken.

CLICK!

●K
 agaya, Wakura Onsen

Ritsumeikan University

Forefront
of service
innovation

The key to the future of the service
industry lies in developing highlyskilled professional

フード
マネジメント
Food Management
&
Economics

「食」を
総合的・包括的に
捉える
Gastronomic

フード Arts & Sciences フード
カルチャー
テクノロジー
Food Culture
&
Humanities

Winner in the FY2012
Selection of the
“Businesses Achieving
Omotenashi Customer
Service Business”

Food Science
&
Technology

In spite of the fact that the food-related business
constitutes one of the largest core industries
for the nation’s economy, Japan has not been
providing much higher education targeted at
it with a “big picture” approach to its learning.
Ritsumeikan University considered it a mission
for higher education institutions to construct
systematic educational and research systems
that can comprehend the issues related to the
foods from the perspective of the humanities,
the social sciences, and natural sciences, and
to nurture the future professional specialized in
the modern climate of food culture.
In the College of Gastronomic Arts and
Sciences, which is scheduled to be inaugurated
in April 2018, the curriculum related to the foods
will be provided in a comprehensive manner
from the perspectives of the humanities, social
sciences, and natural sciences, while making
the economics and management as a basis of
the study. The College will also incorporate the
practical curriculum such as foreign language
education including English and Italian, study
abroad programs to Europe, and collaboration
with the regional community and companies.

METI Journal
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The aim is to develop the professional who can
open up the new potential for the food issues
based on the understanding of various cultures,
social systems, and the cognitive and behavior
regarding the food. After graduation, students
are expected to be engaged in working globally
and locally as a skillful professional who plays a
key role to develop the food service fields.
The education institutions in Japan are tasked
with developing human resources that can
understand the complexities of modern industrial
dynamics, and contribute to its management
by incorporating the comprehensive view
of the system. Ritsumeikan University will
contribute to developing human resources
who can successfully meet this challenge while
strengthening the collaboration with other
universities that are promoting METI’s “Service
Management Talent Development Program
through Business-Academia Collaboration.”

CLICK!

●R
 itsumeikan University College of

Gastronomic Sciences (provisional name)
establishment scheme

Nihon Service Award: The Nihon Service Award is the first award in Japan that evaluates excellence in
services. Providers from a wide variety of business categories in the service industry applied and are
evaluated according to a common yardstick, for instance: “achievement of expectations by the customer”
and “contribution to the development of the service industry.” On June 13th, the first awards ceremony was
held with the attendance of Prime Minister Shinzo Abe. Thirty-one companies who won awards such as the
Prime Minister’s Award (grand prize) and METI Minister’s Award were commended.

CLICK!
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Service Management
Talent Development
Program through
Business-Academia
Collaboration

●N
 ihon Service Award

METI Journal

17

ively
METI act
port!
p
u
s
s
e
d
i
prov

I`m confident that we provide
the best service!
But how can we prove this?

Efforts to resolve your troubles!
I would love to know when and
how often tourists are visiting,
but I know that is just wishful
thinking...

Tourism Forecast Platform
Omotenashi Standard Certification

Measuring service quality,
a new index for selecting
stores
While the high-quality service provided
in Japan is also received well among
visitors from overseas, there have not
been any mechanisms by which to
objectively evaluate this quality. Therefore,
the establishment of the Omotenashi
Standard, which makes service quality
“visible,” is currently being considered.
(Currently released)
Specifically, there are plans to establish
four grades of service quality which the
certification body would determine after
conducting field studies. Service providers
that offer exceptionally good service will
be selected for the Award. Re-examination
will be conducted on a regular basis to
maintain the accuracy of certification.
METI is planning to start operation of the
pilot version of the system this summer,
leading to full-fledged operation thereafter.
By reviewing the details of the standards
as needed, the system will adapt
accordingly with the changing times.
CLICK!

●P
 rogress

in holding meetings of the study
group on the Omotenashi Standard
Certification (provisional name)
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Regional Consultation

Complete knowledge of future
trends in tourism!
A “must have” for the tourism
industry

A strong supporter for service
providers, who connects the
national government and the
region

METI provides the "Tourism Forecast
Platform", which tells at a glance the
congestion situation of a given location
for the next six months by analyzing
information regarding past performance
and reservations of more than 63,630,000
stays. By using this system, you can
forecast in advance the number of people
looking for accommodation who will visit
a certain area during a certain period.
Further, it is also possible to analyze
data by setting multiple conditions, for
instance “prefecture” and “age group.”
Service providers can implement optimal
preparation and publicity activities by
narrowing down their targets.
In addition, the Platform also includes
information like events, festivals, locations
from stories in manga comics, and stores
which appeared on TV programs, for
about 410,000 tourist spots. Further, for
tourists from abroad, the Platform also
introduces medical institutions compatible
with multiple languages, and ATMs where
foreign credit cards can be used.

In order to improve the productivity
of the service industry of Japan, it is
essential to improve the overall quality
of service providers in various regions.
However, currently, not all the measures
and programs promoted by the national
government actually reach each service
provider.
Therefore, in order to expand the
promotion of service policies in each
municipality, the national government
is considering appointing a person in
charge of service at the municipal level.
By preparing occasions where best
practices and original policies from
each municipality are shared between
municipalities, the government aims to
motivate the promotion of service quality
throughout Japan.
In addition, it was decided that “service
regional bases” would be established
throughout Japan under the initiative of
municipal governments and also involve
regional players in the fields of industry,
academia, and administration. They
will not only serve as liaisons between
the national government and service
providers, they will also collaborate with
the chamber of commerce and education
institutions of each region, and help in
planning and implementing measures in
line with regional and local needs. They
will be consultation windows located in
each region for service providers.

CLICK!
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I want to learn methods for
improving productivity and
quality of service, but I don’t
know anyone nearby with
whom I can consult.

●T
 ourism

Forecast Platform

I want to work full-time,
but it’s hard to also cover
housework.
I`d like to get some help.

Utilization of Foreigners Conducting
Housekeeping Services Program

Issuing visas to foreign
workers supporting
housework
Facing an era of population decline, it is
important to cope with shortages in the
workforce, which will become ever more
evident in the future, and to promote
innovation by fusing new knowledge and
ideas. One approach to this challenge is to
promote active participation of women in
the workforce. Although bringing in human
resources from abroad to assist with the
many responsibilities associated with
home care is a logical solution to having
a high national workforce participation
rate for both men and women, the central
government has not had an established
residency status for foreign workers
destined for housework, with only some
exceptions.
As a part of a deregulation for structural
impediments, a pilot program to issue
visas for staying in Japan to workers from
abroad who support housework, including
such tasks as cooking, laundry, and
cleaning, was launched within the National
Strategic Special Zones in Kanagawa
Prefecture, etc. The program sets forth
in detail the conditions for workers from
abroad to be accepted, for example,
having work experience of more than one
year, and completing a training program
in the dispatching country. It also requires
the company to ensure workers comply
with conditions like engaging in direct
full-time employment and going through
auditing by a third-party organization. A
system is being established in cooperation
with relevant ministries and agencies so
that people can feel confident in using the
system.
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