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Development of organizational learning programs for improving product issues

in new business sections
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English Abstract

Companies are expanding into new fields to address various external risks such as COVID-19 and
wars and stabilize their management. At the company to which the author belongs, a new education
business has been launched to utilize employees' expertise and provide training. As one of the products
within it, a service has been provided that utilizes the expertise of flight attendants to conduct
evaluations of customer service and analyze them. However, due to challenges in business efficiency
and product competitiveness, Work Breakdown Structure (WBS) was created to clarify tasks, and a
current analysis of operations was conducted through semi-structured interviews with service
personnel. As a result, it became clear that the business operation relied solely on individual staff
members' experiences and expertise, with no learning opportunities for individuals or the organization
as a whole. Issues such as standardization of operations and strengthening and expanding services
became apparent. This study aims to develop organizational learning for those implementing this
product to address these product-related issues.

From previous research surveys, it was observed that several companies use a management theory that
balances both flexibility and the protection of existing business models to achieve sustainable growth.
Therefore, the development policy for organizational learning cited the "management theory that
balances both flexibility and protection of existing business models" and decided to conduct single-
loop learning for deepening knowledge (sharing knowledge for strengthening current operations,
standardizing operations) and parallel double-loop learning for knowledge exploration (creating new
ideas for expanding the menu of offerings, exploring new ideas for acquiring new customers).

A learning platform was built on the web as a learning environment, ensuring bidirectional interaction
between learners and activity leaders, including the author, through synchronous and asynchronous
learning, and the author and six learners conducted weekly one-hour learning sessions for three months.

The outcome of single-loop learning type organizational learning is tools for business support
(business manuals, report templates) that realize systematization and efficiency of operations.
Furthermore, the outcome of double-loop learning type organizational learning is the creation of
evaluation criteria for non-face-to-face and cross-industry responses in customer service evaluations,
which were not present in previous service menus, and a new business product plan utilizing them,
resulting in new value creation within the author's organization.

By developing this organizational learning, outputs contributing to the resolution of product-related
issues were created. As a result, it is expected that businesses reliant on individual expertise and skills
will be standardized and streamlined through business support tools, and proposals for new product
services will contribute to increased sales and profits.

In the future, the strategic organizational learning developed will be introduced internally, aiming to
contribute to problem-solving within the organization and the creation of new value.
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