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[Before getting started]

1. Omotenashi Japanese

Omotenashi Japanese refers to understanding the seven concepts of ningenkankei kouchiku
(buildinginterpersonal relationships), kokorokubari (thoughtfulness), aite wo omou kokoro (being
mindful of others), jinsoku na outai (quick response), yorisou kokoro (closeness), juunan na outai (fl
exible response) and sezjitsu na kokoro (honesty) and communicating while having mastered the art of

expressing these concepts in Japanese.

Ningenkankei kouchiku (building interpersonal relationships): Communicating to build strong
relationships with customers

Kokorokubari (thoughtfulness): Acting with the customer in mind

Aite wo omou kokoro (being mindful of others): Being compassionate and sympathetic toward the
customer

Jinsoku na outai (quick response): Responding quickly and correctly

Yorisou kokoro (closeness): Getting close to and sympathizing with the customer's feelings
Juunan na outai (flexible response): Responding flexibly with alternative proposals and ideas

Seijitsu na kokoro (honesty): Responding honestly and with understanding, without falsehoods

2. <Conversation tips> Semantic function

In this book, you will learn not through rote memorization of conversations and phrases, but through
semantic function, which refers to the meaningful units in sentences and clauses. For example, the
semantic function of " KZH LERH Y £ A TL 72" is as an Apology, and the semantic function of " &
D23E 5 X WE L 7" is as an expression of Gratitude. There are 21 types of semantic functions in this

book. By combining these 21 types, you can create a Japanese expression to fi t any situation.

Ex.) Action report + Refusal preface + Refusal + Apology pattern:
(1) Tzt lEliz, HVIC METCIIVEY, HLRITVEEA, |

Omataseitashimashita. Ainiku, manshitsu de gozaimasu. Moushiwake gozaimasen.

(Sorry to have kept you waiting. Unfortunately, all of our rooms are full. I'm very sorry.)

Action report + Refusal preface + Refusal + Apology

2) Bt LlElh, Hwicl ZOEMIEBERAIIELHA, HLRIIFHA, |

Omataseitashimashita. Ainiku, kono shouhin wa zaiko ga gozaimasen. Moushiwake gozaimasen.

(Sorry to have kept you waiting. Unfortunately, we don't have this product. I'm very sorry.)

Action report + Refusal preface + Refusal + Apology
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B) [BffzgwZLELA, Hwicd AHOTPHEFV TV TIInES, HLRIIwFTHA, |

Omataseitashimashita. Ainiku, honjitsu no yoyaku wa ippai de gozaimasu. Moushiwake gozaimasen.

(Sorry to have kept you waiting. Unfortunately, we have no more room for reservations today. I'm
very sorry.)

Action report + Refusal preface + Refusal + Apology

Although situations and circumstances will differ, the basic, sincere response is the same: after
confirming the issue, inform the guest that you cannot meet their request. By learning semantic functions
using patterns in this way, you will learn what to do when conveying that you cannot meet your customer
requests. In this text, "semantic functions" are described in such ways as statements of action, sharing
information, and preliminaries. Each semantic function is further explained in the " "TAHE L x 9

(Let's Take a Look)" section, but be sure to review them all together.
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[ Trwée khi hoc)
1. "Tiéng Nhat Omotenashi"

"Tiéng Nhat Omotenashi” 1a viéc hi€u dwgc 7 tinh thin "C4u tric moi quan hé gitra ngwdi véi ngueoi”, "Sw

noun non non

quan tAm chu ddo" "T4m long biét nghi vé nguwdi khac”, "P&i wng nhanh chéng”, "Tinh than cung dwa vao

nhau",

non

D&i trng linh hoat", "T4m long chan thanh" va stt dung nhuan nhuyén cach dién dat nhitng tinh than

do6 bang tiéng Nhat dé giao tiép.

CAu tric moi quan hé giira ngwoi véi ngwori: Giao ti€p dé€ xay dwngnén méi quan hé tét dep véi khach hang
Sw quan tim chu dao: Nghi va hanh dong vi khach hang

Tam long biét nghi vé ngwdi khac: TAm 1ong biét quan sat, biét nghi cho khach hang

Padi trng nhanh chdéng: D&i rng nhanh choéng, chinh xac

Tinh thin cung dwa vao nhau: Cung dong hanh, dong cdm v&i tinh thin ctia khach hang

DPai trng linh hoat: D6i (rng tuy vao tinh thé nhw ¢é dé xuit, phwong an thay déi v.v.

Tam long chian thanh: Khéng doi tra, d6i (rng thanh that dé dwoc thiuhiéu

2. Chtrc nang y nghia cua "Gei y héi thoai"

Trong tai liéu hoc tip nay, ban sé hoc "Chirc nang y nghia” chi nhitng don vi cum cau hay doan cé nghia
chtt khong phai hoc thudc 1ong don thuan cac cau hay cum tir hdi thoai. Vi du, chirc ndng y nghia cia " KZ
B LER# 1) £ A TL 7=(T6i thanh thatxin 16i)" 1a "Xin 16i", chttc ndng y nghiacia" H Y H'& 5 T W&

L 7= (Xin cdm on)" 1a "Cam on". "Chirc ndng y nghia" sir dung & quyén sach nay c6 tat ca 21 loai. Ban c6 thé

tao thanh nhitng cach dién dat bang tiéng Nhat phu hop véi tinh hudéng bang cach két hop 21 loai nay.

Vi du: Trwong hop ki€u Bdo cdo hanh dong + dit tién dé tir chdi + tir chdi + xin 16i:
(1) Tzt lEli, HVIC METCIIVEY, HLRITVEEA, |
(Xin 16i da d€ quy vi ch¢r 1au. That khdng may la da kin phong. Chiing t6i thanh that xin 16i.)"

Bao c4o hanh dong + dat tién dé tir chdi + tir chdi + xin 16i

2) TBfietvlEle, Hicd ZOMMBEFEEZIVELAL, HLRITIHA, |
(Xin 16i da d€ quy vi ch¢r 1au. That khong may 1a sdn phdm nay da hét hang. Ching t6i thanh that xin 16i.)

B4o c4o hanh dong + dat tién dé tir chdi + tir chdi + xin 16i

Q) B2/ LEL, Hicd AKHOFHIZV I TWTIEnET, HLIRITwEEA, |

(Xin 16i da d€ quy vi chr 1au. That khong may 1a hdm nay chd ching toi da dugc dit trwde hét. Chung toi

thanh that xin 16i.)

Bd4o cdo hanh dong + dit tién deé tir chdi + tir chdi + xin 16i

Mic du cac tinh hudng khi phéat ngén va tinh hinh khac nhau, nhung cach xt Iy thanh that rang “Sau khi xac

nhén thi ching t6i xin dwoc phép tra 1o quy khach 1a ching t6i khong dap ng duoc yéu cau ctia quy khach” 1a
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giong nhau. Bang cach hoc chirc nang y nghia theo ki€u nhw thé nay, ban sé hoc khi truyén dat ndi dung khong
dap trng dwoc nguyén vong cia khach hang thi nén déi rng thé nao. Trong gido trinh nay, “Chirc ning y nghia”
sé duoc viét 1a tuyén b6 hanh dong, cung cip thong tin, 1oi mao dau.

Tng chitrc ning ¥ nghia sé dwoc gidi thich bang difm "2 TAH % L & 5 (Hiy xem tht)" nén ban hiy tom tat

va xem qua nhé.



