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514 All-Weather Case: Welcoming Guests from Japan

Drs. Tanizaki and Kawabata, the two management pro-
fessors whom Doug invited to conduct workshops on
Kaizen for All-Weather’s e (see Chapter 4 por-
LA e
nesota, along with their families. The two Japanese
professors and their families will be All-Weathers guests
for a week before leaving for Washington, DC, and New
York en route to Tokyo.

Upon arrival of their flight from Tokyo, Doug and
Caleb receive them at the airport and drive them to the
hotel, promising to return the next day to discuss pre-
liminary details of the workshops on Kaizen.

Once back in the office, Doug receives news of an acci-
dentin a production line at the company plant in Cedar

Towa. He rushes to Cedar Rapids, asking Caleb
to take Tanner in his place for the meeting with the pro-
fessors. “Call them and let them know | won't be there,”
Doug tells Caleb before leaving,

Caleb calls Tanner with the news and asks him
o inform the professors that Doug will not be able to
attend the meeting. He also asks Tanner to do some
quick research on Japanese culture and etiquette so as
to not make any obvious mistakes at the meeting, Caleb
addiﬁuvhelsalwqendmgsomﬂmmxhﬂul’le
basics of culture and

On the next day, as Caleb and Tanner drive 1o the
hotel, Caleb asks Tanner whether he informed the pro-
fessors that Doug will not be there. “Whoa. It slipped
out of my mind,” Tanner says. Caleb cannot believe his
ears, He s about to give a piece of his mind to Tanner but
checks himself because he does not want to create unnec-
‘essary tension before an important meeting.

‘The meeting is taking place inside an Asian-style res-
taurant in the hotel and is hosted by the two
e prokesors oxend thelr hands 1 Coles . Tomner
approach. Caleb gently shakes Dr. Tanizaki’s hand and
‘bows slightly without making a direct eye contact with
his host. Tanner, who returns Dr. Kawabata's handshake
‘with a firm handshake of his own, says, “Moshi moshi,

r around here we don't respect soft handshakes.”
Both Drs. Kawabata and Tanizaki begin to laugh, though
they quickly return to their somber selves.

Next, the professors offer their business cards to Caleb.
‘and Tanner. Caleb accepts the card with both his hands,
briefly reads its contents, and offers his own card to
Dr. Tanizaki in the same way he offered his. Tanner takes
Dr. Kawabata’s card, folds it, and puts it in his wallet.
‘Having forgotten to bring his business cards, he apolo-
gizes to Dr. Kawabata, promising to give him a card
‘when he visits All-Weather's headquarters.

Tanner goes on o pat Dr. Kawabata on the back, who
smiles at the gesture. Caleb is speechless at how Tanner
has been behaving. However, deciding to focus on the
meeting, he joins the two professors at a table.

“Tmust to you for Doug's absence,” Caleb.
says, speaking slowly and leaning forward a little. “We
had an accident at our plant site and Doug had to go
there.”

“Oh, I'm sorry to learn about this” Dr: Tanizaki says,
slowly and with a thick Japanese accent. “How did this
‘happen, Mr. Caleb?”

“We're still getting the details,” Caleb says, wonder-
ing whether it was culturally. iate to bring up an
accident at their first meeting, “but it seems that there
was a fire involving one of our extruders.”

Caleb spends the next half hour explaining All-
Weather's operations and various hents 1 both
professors, who keep nodding and taking notes. Mean-
‘while, according to prior ing, Tanner has
left the table to buy a gift for the professors and their
families.

A few minutes later, Tanner retuns with a wrapped
box and two flower bouguets. Caleb looks on as Tan-
ner presents the gifts to Drs. Tanizaki and Kawabata.
“These are lovely yellow chrysanthemums for your bet-
ter halves,” Tanner say the two plastic-y
Seupucio D, Tana an Kawabat, who ook lat
case but accept the bouquets while continuing to smile.

Caleb is beginning to_regret his decision to follow
Doug’s advice to bring Tanner along. He knows that
Tanner is no jerk, just t00 much of a product of his own
culture. Before leaving for the hotel, Caleb saw Tanner
browse through a handbook of common Japanese words
with their English equivalents. Having spent a few
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minutes with the book, Tanner probably felt confident
enough tomest with th apanese pofesors

for Caleb, however, Tannersn'tfinished
yet Heglvavhbux:mmnh\gﬂ-eyﬁmﬂrhwabm
insisting that he open the box immediately. Caleb tries
to intervene, but Tanner is insistent. Dr. Kawabata opens
the box, which contains four coffee mugs bearing All-
‘Weather's logo. “One each for you two and one each for
‘your wives,” Tanner announces enthusiastically.

‘The professors’ smiles are even more constrained this
time than when they received the bouquets. “Thank you,”
they whisper weakly.

Shortly afterward, thanking the professors and.
gizing to them for any inconvenience, Caleb and Tanner
leave the hotel. On their way back, Caleb is angry with
‘Tanner for not learning enough about Japanese culture.
Tanner is surprised. “What did 1 do that was inappropri-
ate?” he asks.

“Everything,” Caleb says, quietly.

“Ieven used a Japanese word,” Taner protests, hint-
ing at the fact that it wasn't Caleb who had done so.

“Yes. I heard you say moshi moshi, which means
“hello” but only when one on the phone. That's
‘why they laughed,” Caleb says, turning his full attention
to driving again.

“What else did I do that was inappropriate?” Tanner
says, almost pleadingly.

“I'm not going to tell you. Cal it your punishment,”
Caleb says, already thinking of a way to undo the dam-
age caused by Tanner's unintended slights, “but | want
you o find that out yourself. Be more prepared the next
ime we meet them, or 'l have to keep you away from
this project.”

‘Complete the following tasks with the help of Internet
or library research on Japanese culture and etiquette:

+ Find the mistakes that Tanner made in his
interaction with the Japanese professars.

+ Prepare a memo for Caleb that includes information
about some or allof the following aspects of
Japanese culture and etiquette:

+ Greeting customs and terms of address.
Conversational etiquette and style.

Business etiquette.

Body language and nonverbal communication.

Food habits.

Table manners.

Significance of different colors.

Appropriate gifts.

Preferred or entertainment or

recreational activities for families and children.




