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ABSTRACT

Employees’ problem consciousness is the criticalagament topic, in present human resource managemen
service industries. However, there are very fewveaeshes that had discussed about problem conseisaigssue. The aim
of this study was based on the Confucian Problems€ousness model to expose the factors affectiagemployee's
problem consciousness from the point of view Chenemployees' problem consciousness in Japan’ semaustry.
Based on the questionnaire survey, the findingevamalyzed by multiple variable regressions, asdudised the factors
affecting the employee's problem consciousnesgefdre, the analysis result revealed employee$leno consciousness

in Japan’ service industry
KEYWORDS: Service Industry, Employee, Problem Consciousridsitjple Variable Regressions
INTRODUCTION

Japan is experiencing the increasing dominanceh@fservice industry. The rise of the service econam
industrialized countries is having considerablee@, on employment and economic activities in dafamployee
attributes potentially, a vital factor for servigedustry efficiency. Hays and Hill (2006) demonstdh that, service
organizations with highly motivated employees woelthance the level of service quality, customeisfsation and
loyalty. As the respondents were Chinese people &xperience of working in Japan’s service indygtrigy were familiar
with the real-life processes of service provisianbbth Japan (as providers) and China (as custdn@nhéna's service
industry is in the developing state. For the imgment of China's service industry, it is necestanerify the employee's
problem consciousness, from the perspective of €dgiremployees in Japan’s service industry. In éneice industry,
employees do not have a simple service as per #raiah but also have a contact with customers. Wheremployee
provides the service, as human nature, such asi@ma@iassion, problem consciousness etc. is nageds&an be said
that, not only the concrete manual for the emplaynaand training, which found the cause of creaegvice quality in
the service industry. It is important to give emy@es an educational method that raises problentmusness, to improve

service quality.

In this research, the framework of this study iswhat is the relationship among service indusamployee,
employee problem consciousness (ii) what is thélpro consciousness. (iii) Why use the structurehef Confucian
Problem Consciousness model (iv) the aim of thisgdyst was based on the structure of the ConfuciasblEm
Consciousness model, to expose the factors affpdtie employee's problem consciousness, from thet pd view

employees' problem consciousness in Japan’s sendostry.
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THEOREICAL BACKGROUND

Literature Review

In the service system, the customer’s side angtbeider’s side are integrated, and influence eatbler. Many
scholars emphasized the importance of customemcbr@mployees, in creating and providing good senduality
(Bitner et al. 1990; Hartline & Ferrell, 1996; K&}l & Hoffman, 1997). Heskett et al. (1994), presdrd Service-Profit
Chain theory that had emphasized the critical aflean employee’s performance, in pursuing custossisfaction.
Yoo and Park (2007) found that, employees in theise industry (service providers), as an integrait of the service
process, plays a critical role in enhancing peemtigervice quality. The good performances of emgaoyeeply depend
on, their service attitudes and service behaviotiasner (2001) indicated, not only employee’s smrJehaviours are
affected by their attitudes, but also employeeiwise attitudes are affected by their consciousnkkseover, he also
addressed that, an employee with high positive @onsness is likely to be willing to participatednality improvement
efforts and to take on more responsibility, forvéss quality. In order to provide a high qualityngee, it is essential to
systematize that, the parties have a strong prololemsciousness. Employees ‘problem consciousnefigjtdly is the
critical management topic in present human resomraeagement and service industries. However, therevery few

researches that had discussed about problem casseiss issue. China's service industry is in theldping state.
Problem Consciousness

Problem consciousness is a subjective conceptiothef problem (things and situation) (8eda, 1977).
It is determined by the values, educational leggperience and knowledge of the parties (M. YamangoM. Tagawa,
2010). In general, a large difference comes in&y,plepending on the level of problem consciousimesgstematization.
In particular, the service provided by a party wathlifferent problem consciousness, is differeatrfra service system,
where a person supports oth@fs Kodaira, 2010). In order to provide a high quyaservice, it is essential to systematize
that, the parties have a strong problem consciasgiie Tamaru, 2008). Problem consciousness is a stilgeconcept, a
perception of things in everyday life. Problem coossness arises from everyday life and emerges flee process of
solving the problems of human society. In this niegnit may be said that, problem consciousneskasway of life of
people (SOeda, 1977).

The Chinese Philosopher Confucius

The Chinese philosopher Confucius explored peopleigs of life, through ethics and human relatiomdind
solutions to the problems afflicting human soci@ty Z. H., 2004; Roger, T. A, & Henry, R. Jr., 189 for 2,500 years,
Confucian’s thought has influenced people’s valapd the management of social systems — from compdni whole
nations — in Asia, especially in China, Japan, Kacka (Burton Watson, 2007; Huang Chichung, 198#though, social
environments, ways of life, viewpoints, and humatations have changed substantially, since the @iun’'s time
(Legge, J., 1971), his views remain beneficial yoda terms of enhancing cooperation and consciessnwhich is

predicated on relationships between human beingsghen Shi, 2015).
The Confucian Problem Consciousness Model

Wenzhen Shi. (2013), proposed The Confucian Probf&mnsciousness Model, which was based on the

Confucian thought relating to a strong and actikebfem consciousness, collected in the Analecaffucius using the
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KJ method. The Confucian Problem Consciousnesstitel may be a significant suggestion. It can kd dzat, the
problem consciousness structure, which Confuciepgsed showed a clear and effective direction,rtvige a high
quality service and is an important step in eandyning, to investigate and improve awareness efiseue of the parties,

involved in a service system, where people supptbers.

METHODS

Questionnaire and Data Collection

The authors investigated the Chinese, who haveedoirk Japan’s service industry, with experiencerafking in
Japan’s service industry. The questionnaire coragref 56 items and covered income, educational dvacikd, duration
of stay in Japan and work experience in the sernvidastry. The data were collected, during thequefrom June 1st of
2016 to January 21st of 2017. The questionnaira®g wistributed to China's largest SNS, based orandtWe Chat.
The number of questionnaires returned was 181.rdtegt the anonymity of the respondents, the sudagg were not

used for any other purposes. Analysis was condugtgd) SPSS 19.0, for Windows.
Survey Details and Model Content

The Confucian Problem Consciousness Model, consfstd items:& Zhi (aspiration), the objective of problem
consciousnesd;. ren, responsibility;1 Zhi, wisdom (information and knowledgé}; le, enjoyment]& Xian, trust;fL Li,
respect/mannersy Xue, information and knowledge sharirf; Shu, compassiorl§ she, time#X quan judgement and
iT Guo reflection (Fig. 1). The survey questionedréspondents, on the following aspects of theiklitlaexperience of
working with colleagues: Common goals, ResponsihilConsciousness of study, satisfied with the woFkust in

colleagues, Colleagues’ attitudes, Information istgar Consideration for others, Think about the camps future,

Judgement, Reflection

Survey Content The Confucian
) Problem
3-pointscale Consciousness Mode
Common goals = zhi
Responsibility = ren
Employee's Problem Consciousness of study A7 zhi
C B -
pnsciotsness Satisfied with work e
(cnterion vanable)

Trustin colleagues 12 xin
Colleagues’ attitudes F i,

Infonmationsharing 2 xue

Consideration for others 2 shu
comparry’s future 5 shi

Decision and Judgemernt 7Y quan

Reflection I ruo

Figure 1: The Confucian Problem Consciousness Model
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The content of the model (question item) consistk2oquestions (The responses to the survey wesngin a 5-

point scale).
. Whether the service quality and corporate imageeladed to the employee’s work?
. Whether the employee has the goal of work.
. Whether the employee is responsible for his work.
. Whether the employee would like to study experiseork. Target work.
. Whether the employee is satisfied/ enjoyed withciingent work.
. Whether the employee trusts his colleagues or Wwibksvork.
. Whether the employee care about the way of speaitiagfitude.
. Whether the employee shared the information witleagues.
. Whether the employee thinks about himself fromstaedpoint of a boss or colleague.
. Whether the employee thinks of the company’s future
. Whether the employee decides to deal with emergsitegtions.
. Whether the employee reflects himself at work witihame is a mistake.
RESULTS

Basic-Attributes Result

The basic attributes of the survey respondentsshosvn in Table 1. The sample was composed of 7@&amal
(42%) and 105 females (58%). Therefore, femaleswated for almost 60% of the Chinese respondentsking in
Japan’s service industry. Only six persons werengeu than 20 years; 20-35 year olds made up 83%heokample.
Respondents, who are older than 46years, accofote% on the whole. Therefore, the overwhelmingjority of the
respondents (90%) working in Japan’s service inguskere older than 25years of age. The item meaguwturation of
stay in Japan revealed that 45 of the respondeadsbleen in Japan for 1-5 years (39%). Approximaté® of the
respondents had been in Japan for 5-10 years (38R#grly, therefore, the majority of the Chinesegle surveyed, had
lived in Japan for more than 1 year. In terms afaational background, 60% of the respondents hedded either junior

college or university, and 15 (13%) had receiveatigate education.
Multiple Variable Regression Result

For the influential factors of the employee's pesblconsciousness, we performed a multiple regressialysis,
with “Whether the service quality and corporate geare related to the employee’s work?” was thedbje variable,
and the other 11 items were explanatory variallesorder to grasp the influential factors of prahleonsciousness,
multiple regression analysis of the forced inputhod was conducted. Multiple variable regressioalysis revealed that,
the coefficient of determination (R2) was 0.389 dhe adjusted coefficient of determination (R2) via333, and 11

guestion items (explanatory variables) explain 33& “Whether the service quality and corporategmare related to
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the employee’s work?” (Objective variable), thignession result was significant. The Durbin-Watstatistic was 2.063,

and no problem was found, with the independencgesifiuals, for each independent variable (Hiraiyak2012).

Table 1: Results of Multiple Variable Regression Anlysis

Iltem Number | Percentage
0 <age<20 6 3.3%
20< age<25 52 28.7%
Age 26<age<30 57 31.5%
31<age<35 40 22.1%
Age> 36 26 14.4%
Gender Male 76 42%
Female 105 58%
Years<1 27 14.9%
1<years<5 75 41.4%
Length of stay in japan| 6< years< 10 58 32.0%
ll<years<15 8 4.4%
Years> 15 13 7.2%
Language Schog 14 7.7%
Trade school 8 4.4%
Educational backgroun| University 51 28.2%
Master 89 49.2%
PhD 19 10.5%

As shown in Table 2, The standardized partial regjom coefficient (beta values) and the probabditof
significance, for the explanatory variables wer@ri€ciousness of study "0.160 (p <0.05), “careualtize way of talking
and attitude with a colleague or boss "0.266 (80), “Information and experience sharing”0.264<(001), “ decide
to deal with emergency situations "0.202 (p <0.@&dplained significantly the objective variable. Téfere, these variables

were found to be significantly objective.
DISCUSSIONS

The results of the multiple variable regressionlysia indicated that, influential factors of the @oyee's
problem consciousness in The Confucian Problem €omsness Model are: Consciousness of study, daret ahe way
of talking and attitude with a colleague or bos¥pimation and experience sharing, decide to detd amergency

situations. The factors are discussed in the fatigvgections.

Table 3: Results of Multiple Variable Regression Anlysis

N Variable Beta T Sig. | Tolerance | Mean
1 | Common goals .018 .261| .795 .750 3.93
2 | Responsible for work .092 | 1.395 .165 .850 4.49
3 | Consciousness of study .160 | 2.093] .038 .635 4.6
4 | Satisfied with work .001 .014| .989 .830 3.35
5 | Trust in colleagues or boss .065 951 | .343 .784 1.79
6 | Careful about the way of talking and attitudehvétcolleague or bogs.266 | 3.902| .000| .798 4.27
7 | Information and experience sharing 264 3.955| .000| .834 4.21
8 | Think about the position of your colleague ordos .056 773 .440 .708 412
9 | Think about the company'’s future 046  .633 .528.727 2.22
10 | Decide to deal with emergency situations 2023.136| .002 .893 3.72
11 | Reflect himself at work when there is a mistake 2.0p .823 | .4120 .663 4.66
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As, the beta value of consciousness of the studg @460, this factor had an influence on Problem
Consciousness. It is speculated that, learning kreswledge may have become an important part of vimrthe setting
under study. Nearly 87% of the Chinese employeéstha educational background more than univergityan be said
that, Chinese employees in Japan’s service indimstvg strong learning awareness. For example eirsénvice industry,
when the employee provides service, they will meefariety of problems and customers, in order t&kemeustomers
satisfied, the employee should have the awareneksaming. Knowledge, learning, acquiring trainirand improving
one’s skills is critical to Problem Consciousnasghe service industry, based on the Confucian IBnolConsciousness
Model.

The beta value for Care, about the way of talking attitude with a colleague or boss was 0.266¢atohg that,
this factor made the contribution to the problenmsmiousness. In the service industry, the attitisdmost important,
especially for the Chinese employees in Japaniscgeindustry, when they communicated with colleagar bosses at the
work, the reason for the different language anducey it will lead to the employee caring about tiy, the colleague or
boss talks. Each of us, may approach life and widfkrently. While, it may be a challenge for soofeus to work with
people who don't think the way we do, everyone de=eto have his or her feelings and values resge®ather than
taking colleagues’ assistance for granted, it fal\vfior Chinese employees in Japan’s service imguth understand the
other side of every situation (the rules and celifrservice industry in Japan), to improve youraelvork, think positive,

acknowledge and listen to your colleague or boslsaqpreciate others, to ensure effective Problerms€iousness.

The beta value of Information and experience shanias 0.264, indicating that, this factor madedbetribution
to problem consciousness. Therefore, the sharidgeanhange of information and experience constéuery important
dimension of the Confucian Problem ConsciousnesslélioThese activities are clearly very significdat Chinese
employees in Japan’s service industry, who hawhsoe information about service users, work-relatedacts, and their
experiences at work with their colleagues. It isuased that, the sharing and exchange of informatrahexperience are

indispensable conditions, for the practice of affecConsciousness.

The beta value for deciding to deal with emergesityations was 0.202. It is noted that, judging amdluating
the present conditions adequately and decide tovddaemergency situations in service industrgysl an important role
based on the Confucian Problem Consciousness Mé&saluation criteria and standards of judgment Wwédcome an
important issue at the time of a decision. Suppgréach other and taking responsibility for on€soms, provide a basis
for mutual trust, which in turn enhances Problemn€diousness. In the service industry, when the @yepl provides
service, when faced with an emergency, the emplepeald have a certain ability to judge and solwe problem, as

much as possible to satisfy customer requiremamig@solve the problem.

In contrast, the responses of the Chinese emplogekgpan’s service industry indicated that, 7 gefid not have
a significant influence on Problem Consciousnes$8atisfied with work, 2. Responsible for work,T3ust in colleagues
or boss, 4. Reflect yourself when there is a miestakwork, 5. Think about the company’s future,T&ink about the
position of your colleague or boss, 7. Common gdafsthe surveyed respondents, they were mosttipagt-employees,
for whom meaningful independent action at work \wapossible. They were required to follow the instions of their
bosses or full-time employees, which — unsurprigingled to a lack of awareness of the common gaat$ think about

the company'’s future of the system. For the Chireraployees, the different environment between JapahChina, the
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pressure and high level of consumption and len§#tay in Japan and different culture, led to & latawareness of the

Satisfied with work, responsible for work, trustdolleagues or boss and reflect when there is tak@sat work.
CONCLUSIONS

In this research, it clarified the employees Probl@onsciousness in the services industry, fronvigpoint of
a Chinese employee, based on the Confucian Probtamciousness model, help in service industry fatesstanding the
present situation of the Chinese employees’ proldensciousness, in Japan’s industry. Accordindhéoanalysis result,
the results indicated that, four of the model'snige— care about the way of talking and attitudén witcolleague or boss,
Consciousness of study, Information and experiesitaring, decide to deal with emergency situatiaffected the

problem consciousness.

Since, the research scope of this research watedrm a questionnaire survey of Chinese employedapan’s
service industry, for the future study, similar dstuinvestigates the Japanese employees in theceeiwdustry.
Furthermore, make the comparative study betweenJ#@manese employees’ problem consciousness an@hinese
employees’ problem consciousness, in Japan’ seméhestry. The researchers may make a proposahéocomparative

study of the development of china’s service industr
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