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Abstract

Effective handling of complaints from international customers has been the focus of all the
business fields from the manufacturing industry to the service industry, with an increasing number
of corporations operating globally. However, from an international perspective, academic studies
have not yet fully discussed how people respond to complaints through effective dialogue. Hence,
this study aims to reveal complaint handling processes by analyzing the attitudes of Japanese and
American customer service professionals. The study uses a triangulation method to implement a
questionnaire survey and interview research. The interviews were conducted based on the survey
results of customer service professionals in Japan and the U.S. Ten participants from each country
answered questions about the most effective way of handling complaints and the difficulties that
they encounter when coping with complaints. This study elucidates various differences and
similarities in responding to complaints between Japanese customer service professionals and their
American counterparts. Considering the results of the study, this research also discusses and draws
conclusions on how to provide Japanese hospitality service in handling complaints and train service
professionals for it.
Keywords : complaint handling, Japan-US comparison, hospitality service, interviews, customer service

professionals
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“After apologizing, if the customers aren’t satisfied then you
can try some other strategy. But [ think this (apologizing) is

the most basic that is very important customer service.”
<Al>

“American people are, in general, can be really stubborn. So
lots of times they don't want to apologize, because the store is
not wrong. (EHE) It's not hard for me. I'm really humble
and [ will say I'm so sorry.” <A2>
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“1 do think they're willing to say I'm sorry. But maybe they
don't mean it. They don't feel it. But they say it because that's

the words that you have to say just move to the next step.”
<A5>
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“The first thing she expects is to say I'm sorry. And that
should be the first thing that we say to her. Even if we're not
really sorry, but we say it. GEHIE) Sorry for the situation.
Sorry that this happened. Sorry that we didn't meet your
expectation. Even if I don't believe it. I have to say it.” <A5>

—FT, A7 00 TEE RG> TIE
LWET) 2E-T. HROATOEFICE R4
STEWIUT=T A Y A ABNMEL L (A10)

“Just say I'm sorry. I'm sorry, yeah, that's annoying. You're
not really apologize and you just want them to go away.”
<A10>
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“Out of fairness, it has to be, whatever their loss was, if it's
your responsibility, you should compensate. And that's the
business.” <A6>
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“If even small, the customers want to feel that they've a
financially benefit.”” <A7>

“] mean, even if we give the discount now, we still get more
money later, they come and continue to use our business.”
<A2>

“It's better to just calm them the customer down. Give them
something to make them satisfied. So they won't complain,
ot they won't go to their lawyer.” <A9>
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“Listen, you have to listen to the customer first because 1
have to find out what the problem is.” <A7>
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“That's the most important thing to listen first before you
decide what you want to do. But when you listen to
customers, anybody I think, in any situation, you need to
listen to what that customer said, you know, you can't talk.
Listen first. And once you listen, they feel comfortable. It
makes them calm down.” <A8>
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“T think, first of all, when you're dealing with any kind
interaction people need to know you're listening to them. If
you're not paying attention, of course they're going to feel
hurt and get more upset and if they can believe that you hear
them, maybe it will calm the situation down.” <A1>

“I think, most people just want to, want to be able to talk and
understand that someone is listening to them.” <A4>
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“Even if it's not the company's mistake, the customer wants
you to make them feel like it's okay that they are upset, it's
okay that they are feeling this way. And that's another way of
calming them down. ‘I'm sorry.” is the first thing you say to
calm them down. And ‘Oh, my gosh, you must be feeling
this,” that helps them calm down. Oh, yes, he understood. He
knows me. He knows that I'm upset. He knows why I'm
upset. And that makes them calmer and easier to deal with.”
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“Yeah, this (BE%&IZ3684 5 = L) is quite important because
after hearing them and then oh, I understand. This kind of
emotional connection will usually calm them down.” <A1>
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TEAERIS A HEL < 72 EEET BAEAICH -T2, K
DT AV IASIE (A8) 1X, A ML RITIFRV 15
L, HEICE ZAEE ThiuE, BhT<b L
WZXY ., BIENEINDSZ LY, BEIRIC
EE AL TE | BRHEEEOND LB X,

“Um, it can be. But I think if it's a common problem that
happens over and over and over, I think you get used to it.
You get numbed to it, means you don't feel anything, okay,
you become like a robot. ‘Let's do this,” this makes them
happy. " <A8>

WDOT AV ABME (A10) 1%, HiEFIELE
ITZREN B D LA RN LT, AP L RERKL
PNE DL TND L7z, BRICEEESbil
TH, FHUIE (BF) R, ELe, F—ERIZR
STNHDTH-T, HEEZITTNDHZDADE
AOREEY LTHRATUIWT 2N EE S, XY
t, TR L. ROREMRRIZEPIRE LaRk7n, HEE
TOFEH “Don’t take it personally.” 1. H57 2R
ERHD 2D, L) X HREWRT. A&
FPHEC M BERHLH R T ARNC biEDbN D,

“You don't take it personally. If you take it personally, of
course, then you can't do anything, you're always crying.
(3&H0%) So when someone is yelling at them, they feel
like it's yelling at them personally, not yelling at the company.
(&HH%) If I'm a customer service representative, then I
would disconnect myself, you know, they're not yelling at me.
They're disappointed with the service or they're disappointed
with the product. (&%) They're not yelling at me. So just
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apologize and say sorry. And think of how to fix the situation.

I mean business is business, personal life is personal life.”
<Al10>

4. 2. 3EFEHEDTDDNBERTE

A 2B 2—TiE EEHIEBITAD A OBFR
FECZOWTLERZEVTEY . 5 Z0AEAS
MED, BHLET 5 Z Lo, FHREO/ER2
DEEMEHER L, TofE LT, LUTFIZ J4 &
J10 DEEZR~S, FRZ, J10 13, EBEOHET
ERICEST L Eo72BEIL. BEHELSEDE)N

TV Z BT A EEMEIC DNV THIERTVL B,

(207 LV —2%ZF - A BICE PRI EHEGE L TdEESE
ENTENEERILEST S, ZOFETOFERIZL
2T, ALE S B BN EITEITHD-T
WA DE, DAL R—ZE TN, | <J4>

TL\'\‘;

MEd~s v a L OBEE Tl L &, 7 L—L1E00
RATT XL, ZRERUEMIC, ZORBEISAXZHI V) Z L
BOTHLEVIHIEARZ L2E2HE T, T L& TN YD
WOSREE TR o727 L7, FNEMME THIAT L TIAR
IThith BOHzT, @Rl %,

NELDT, RARTEETHONF AL
e, RATEI VWD Z Lo T2AE V) Z L. JHIN
ZL ZEARWVEED T Wt GRIIG) oL F(Zk
<HBEDIE, RTARANTLEIRITE L, loftE L T
72, TEOASTZWN I AFa—AnbA 0T L1,
ZHNH EEE, oI EHE LT, ULt St
STZEHR G, GRHPRE) ZTORONTZRNIL, TAUTE
NTHFH D272 E THRA LRBHTRLAL, BoT3
I TESTS INT, HEr BEF Lo~AnbHi, ) <J10>

<
Z, RolfvEobh

(Epmg) =

Fiz, 3 BOAERABMED, S LRDOEE
HnERTFES LV I FEEZERBL Tz, LIFIC
ZE (J5 & J9) DEIEFIZE~D,

ELASERERIE L 5 7%, HEREH AT O, [EOHEHE L
T, EROHELAEENLE 5V 53 ITELTEh- T
IDEVETHLRETHL-7, RTERSTWIRZA L
EolkDT, ) <J5>

(20, FHEOBFICEKE ST L0h7%, ETRBRsTL
WHZERR, T, ®RaIZ, THHIBFEV 1 ATTE 552
EWH LT, 1 ATOMYIHEIRTL k. o iER
WML MfToTZV Lo, ZodhAb. ] <J9>

2T 4 T TORBRROILEL, LB LT
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AZTMERTESILE, LT, UIDITHEEE
BT 5 &0 S IEREBR D HEERE X TS
EUNH Z LiE, Lave & Wenger (1991)'2 2328 L7-
DRIIZHEDIAEN-%E) @ ThDH, Lave &
Wenger (1991) (X, A% 7383 2 B\ TR UITELAY
RAEBRAICE Y BEOE Y, BIZLZMET
BBEZRBITH L TEETHLEHGIL TS,
Iwai (1995) HEERIZ, FTART LA X v 7H35E3E
BRI A 71T T2 < | B TREDHES
RRMEFEF L TWA I LEGIFL TV,

7=, BRAZME (J4) [ZEETOHEFHSD
EEMHIZOWLTUTO L TR TW 3,

HETE-oTWA 22T kiR Z L RATT L,

TEDE 7 L— AR B KA, 2OV ZLICEELE
L), BHIZLIZEBELEL L D)2 TV IS I REE
AT DIET - LO0 ({BEER) 1TR-TETALITTT
Y ) <J4>

LIFO7T AV ABME (A10) X, BHBH D
EDOLITLTERERHENTED LI o7=Dh>
(IZDOWTERRIZEZA, BEDIMBIIR->TEXLT
HBHZE, FLT, HETHZEE2HBTT,

“T always imagined myself as the customer. If I were the
customer, how would I feel in this situation? And what
would make me happy? Yeah, it's 100% empathy.” <A10>

5. B8

AIFFEDA 2 o —FEIZ L0 | ERETRE S
BITD FEECOFE, FEENGOLERTEES B |
(BT AR A BARAIREET 5 & RIRFZ, BRI
ENR LT ROEHEERZ LHALNITS Z
EMTET, DWTE, FHHERNIET 5 BARDR
2AEH VT 4 LEERIEE DRI TE ZAME
FRAIZDOWTEET 5,

5.1 HERINCBITDEEDHEALHZ VT 4
ERWFHE TlX, BAROEFISORMIL, #HE
ICHTEZ LT, BEIGHELTHbI  bWnWH 2 L%
RLTWE, ARFEIZBWTH, £< DEAASI
BHBRBROEBEMSIZOWTRR, FOHEB L LT,
1) VIRt & L TOHHFEORE, 2) BEELR
PICE /= Z LIk 2HBOLEM:, 3) EHiEXS
JSIZ BT DR OAE I T D58, 72 e
INTW=, Rk, ABu3dbianb oo, #igEE
BHELEZDT AV IASMEOEARLFERETH -
7=o L2aL., BSES CRIEARR 2S5 = L3R+
FEEBZBT AV AANBW,

T AV I ANOEEHEORIL, BEOBELH
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