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The current study attempted to propose a model of corporate behavior
for innovation that would help to attract customers and improve productivity in the hospitality
industry. First, hypotheses were formulated with a focus on a review of previous studies and
participation in the international conference Then a case study was conducted via interviews with
staff in the Japanese hospitality industry. Based on those findings, a quantitative survey was
conducted with Japanese companies with high levels of customer satisfaction, companies with
award-winning services and highly ranked companies, and companies belonging to various
hospitality-related associations. Based on an analysis of the differences between those companies
and companies in the industry, the formulated hypotheses were tested and a model of corporate
behavior for innovation was proposed. Frameworks for innovation should include an emphasis on
productivity, increased engagement, and attention paid to the customer.
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