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Free online courses from Kyoto University
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Understand the subtle and sometimes counter-intuitive dynamics of customer
relations. Learn a fresh, cultural perspective on service-focused industries.
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September 26, 2019 — August 4, 2020
Length:  Self-paced (8 weeks)
instructor: Yutaka Yamauchi, Ph.D.

Associate Professor of Graduate School of Management, Kyoto University

ILLUSTRATION BY PETER ARKLE
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Services are everywhere in our society. We cannot live without them. More
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What is service? While the existing discourse on services emphasizes
customer satisfaction, hospitality, and clear design, this course offers a
radically new perspective on services.
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The coursework will explore major underlying theories of service, including customer satisfaction and service
quality. In addition, learners will be exposed to competitive analyses, and explore the contradictory relationships
inherent in services from an intersubjective perspective.

In this business and management course, you will learn how to analyze customer interactions, using video data
taken in actual service organizations. Through discussions of a variety of services such as sushi bars,
restaurants, hotels, and apparel, you will explore the complex nuances and begin to see services differently.

Material environment Introduction

italian French @ZZ#) Service experience: Comparative analysis
— No table cloth — Table cloth

— No plates or silverware set = Plllatets, glasses, silverware m Existing theorles of service

— The waiter wears an apron GleE

— The waiter wears a black g
suitand a tie

@ ZZTD Ethnomethodology: Analysis of customer interactions
Hospitality: A critical perspective

— “Casuval” — “Formal”

Aesthetic of service: Taste and manners
Dialectic of customer relations

An upscale apparel store A popular apparel store

Astore employee stands stilland Astore employee looks a the customer
continues tolook at the customer, wl(hw( howing that she is doing 5,

~ without doing anything else.

Service design from cultural perspective

~ Every action is watched carefully.

Looking but not staring.

An upscale restaurant https://www.edx.org/course/culture-of-services-paradox-of-customer-relations-2
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- erwise, customers
need towait long—until the
employee comes.

MOOC (Massive Open Online Courses) is an online course that is available to anyone for free. A large number of learners all over the world take courses and learn
through a variety of materials such as the lecture videos, assignments and exams. Kyoto University provides MOOC as "KyotoUx" on edX, one of the MOOC
providers, offering high-quality courses from the world’s best universities and institutions to learners everywhere.




