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INTRODUCTION

Hospitality has always been a fascination to me. It
started with the kindness my parents always showed
throughout my life. Things like inviting people for
dinner, or letting my friends stay over and taking

care of them as if they were their ‘temporary children'.

They showed love to everyone around them and
when we were buying groceries at the market they
stopped almost every five minutes to talk to acquain-
tances. | admire that openness my family has. Habits
| gladly took over when | became older.

Gestures like my parents’ or even from strangers |
encountered on the street made me wonder, where
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First note | received from my roommate in Japan.
She invited me for dinner. From then on we ex-
changed notes and gifts regularly.




but the Japanese interpretation of their own culture
as well.

Anyway, it is not that | do not like the way they treated
me, or that all Japanese only do it because they
have to. | often experienced true hospitality from
Japanese families, colleagues and roommates, as
well as | received the same kindness from European
colleagues or random strangers from Mexico, US or
Germany. During my stay | even met some Dutch
people that gladly took care of me. So concluding
from that, | no longer take the concept of omotenashi
as a specific Japanese lifestyle, but rather as a
kindness from the heart that can be experienced
all over the world from every living being. It is this

concept of anticipating the needs of others in order
to develop for a better future, that | would like to apply
into graphic design, so it could contribute to the
benefit of our society.

Adding to this experience in Japan | realised hospitality
does not stop at human services. There is more to it.
The way signs are hung, menus in restaurants are
written, different languages are provided... It all says
a lot about either a person, a country or a company.
Some things look impossible for people to understand.
And sometimes the people are unable to help you
(due to lack of English skills.) This either requires
an update of the information or a tool to help you
better understand. Eventually hospitality does not

seem only to be something from human directly to
human. It could also be experienced through a form
of design in the broadest sense.

As a graphic designer | wonder in what different
ways we can use hospitality. What are the possibil-
ities to apply this art of hospitality into the world of
design? Or can we translate omotenashi to another
way of communication? In this thesis | shall define
my understanding of omotenashi and how it can be
experienced in Japanese culture. That will be followed
with an observation on how designers have used a
form of hospitality in their own way.

HOSPITALITY

It might be important to define hospitality to begin
with. What is hospitality? Is it the woman behind
the counter in a restaurant, helping you with your
order? Is it the man at the train station, almost
missing his own train because he wants to make
sure you will catch yours? Is it the woman who
promises to take care of you so you won't feel lonely?
Or the colleagues who speaks Japanese to you,
because they know you want to learn it?

In the Oxford English Dictionary, hospitality is
simply described as ‘the friendly and generous
treatment of guests or strangers.” Yet, hospitality
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interpret the word. The essence, to me, is not just
about providing good service, but also putting your
heart and soul into it, and showing hospitality not
because you have to, but purely because you want
to. It should not just contain a service on the spot,
but rather a continuous solution. It should be possible
to apply this kind of philosophy or lifestyle into any
field and any situation.

PERSONAL EXPERIENCE

Hopefully you do not understand me wrong when
| express my experience regarding the Japanese

hospitality. It has not been a negative experience at
all, just a revelation that made it possible for me to
look objectively to this interesting subject. | would

like to clarify my experiences with three examples:

Firstly, the most general way of hospitality in Japan.
Hospitality by rules. It was even an extreme form of
hospitality, as | am about to explain. During my last
weeks in Japan | went to Disney Seaworld. Wher-
ever we went, employees would walk around and
show everyone their brightest smile, waving contin-
uously and wishing us a beautiful day. Without inter-
rupting this seemingly ritual, they walked through
the park. It is hard to understand how they trained
their cheeks and arm muscles enabling them to do
this successively throughout the day. Even though
their smile looked the sincerest you would ever see
in the park, it felt a bit like pretence after a while.

Employees at Disney Seaworld, Tokyo, waving
non-stop at the visitors.

Secondly, and a little less ‘because they have to’, two
stewards from PeachFly helped me when | missed
my flight. There was only one seat available on the
next flight, that would be boarding in an hour. So
with minutes rushing by we tried to book that flight.
There were many difficulties as the seat first seemed
to be reserved; later | could not book the flight
because the internet on my phone did not work, but
the woman generously made an exception and used
her phone to book instead; then | apparently exceeded
the limit of my creditcard, so | had to contact my
mother for her creditcard (for which | was lucky
to be able to reach her, since there was a time dif-
ference of eight hours)... Only half an hour to spare,
all the desks were empty and only the three of us
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Life-like robot at the information help-desk
in Odaiba, Japan




DESIGNED FOR HOSPITALITY

Hospitality does not translate itself only from human
to human. It can also be through the form of design.
Information in a restaurant’s menu, on the signs

at a train station or the text in a flyer can also
become a form of hospitality. If the information is
clear enough for the guest, tourist or customer,
they can benefit from that information. However,
if information is only provided in one (unknown)
language or contains too much information which
makes the core of the message becomes unclear,
this might result into a distant feeling and probably
the opposite of what omotenashi stands for. Again
| shall describe some examples from the Japanese

culture, to dive further into the way they combine
design and hospitality.

INFORMATIVE DISAPPOINTMENT

Design can also be confusing and disappointing.
Several times | experienced being a little lost at the
train stations in Japan and hoping to find some infor-
mation regarding the schedules. Above all the rapid
moving heads rose a sign with big black letters:
INFORMATION. Instantly | tried to make my way
through the mass towards the bulletin board. When
| finally reached my destination | came to the bitter
realisation that it was only the title that was written
in English. All the other information was in Japanese.
How on earth, as a tourist, would | be able to get any

understanding from this, to me, unknown language?

The most gnawing question was: Why would they
even take the effort of translating the title into English
if the rest of the text is not understandable for the
English readers? What sadistic form of hospitality is
this? It is understandable that in the mountains the
Japanese do not provide information in English. Log-
ically restaurants in non-touristic places only have
Japanese menus and ryokans (Japanese traditional
hotels) have their toilets and bathrooms marked with
Japanese characters. This is all because English
is not the second language in Japan and not many
people speak, or dare to speak, English. However,
in a metropolis like Tokyo you would expect more

information directed to tourists. You would actually
expect the information written in several different
languages, if you think about the way of hospitality
the Japanese love so much. Unfortunately that is
far from the truth.

When there is finally some English text provided,
let's say in advertisement or menus, you would
not know where to start reading. Japanese have
two types of design: the pure and clear, simple
design, and the extremely colourful design full of
text, images and illustrations. That latter is the
most common in Japanese daily life. You have to
wriggle yourself through many layers of useless
information before you get to the core. In other

COMNY 1INV GOYNo OINNY

NG DO D v CYOCN

"8uiyoeoldde si oym uoslad

8y} JO SaysIM ay) aledidnue Jo sSuiag uewny Ypum
aziseydwa jouued Asy | ‘sSuieq uewny jo Ayeydsoy
anJ} ay) 0} dn 8AI) Jouued S10g0J ay) ‘suonsanb (a)d
-WIS) JnoA Jamsue o} pauwulesSold ale jeyy suewny
931] 300] 1By} S}0qo. 9}eald 0} pJey A} asasueder ay}
ysnoy) usAag "apld 10 Y|em jou pinod 3l AjpjanT uosiad
|B3J B WOJ} 813M )l JI SB UIN} PUB JSIM] PJNOM SPUBY
]3] 11941] S} PUB ‘JUBM SM JBABIBYM SN MO)|0)
pinom peay s Jaddad Joj ‘Ino sn Supjeal) sem sn
0} pIp } 8ulyy Ajuo ay | “Ajpusilj-Jawo}snd 0s jou
‘9sed ey} U| "a8en3ue] ay} 95uUBYD 0} JapJo Ul uopng
1481 ayy puly 03 Jo uonsanb 1ySi ay) yse 0} Moy
MOUY Jou pIp isnf am 1ng ‘ysndug seads 0} ajge sem

Jadday sdeyJad 10 "asaueder syeads Ajuo Jad
-dad :sJaudlaioy Joj wa)qold auo jsnr 1soy anJ) e
2] dn passalp aJe A3y} SawBWoS ‘saka 1ydI-pa)

ZuIBueyd-1n0jod pue pjo Jesk-9 e Jo Jy3Iay 8y} Yyum
‘lelialew pljos a1ym Jo apejy Jadday pajed joqod B
Aq pawiodjam ale sJoyisia sdoys asauede Aueul U

*J9JUNOJUS BJel B ‘ISABMOY ‘SBM BUS ‘aW pa}aaJs
1By} 10qoJ 1saldaalo ay} Uaaq pey UBWOM 3311341 SIY |
JY31J 0} 1J8) WOy 9)}) B peay Jay SaAoul pue Saka
13y syjung Aja1aw ayg ‘puodsal 10U Sa0p UBUIOM
2y} ‘sJamsue pajieiap aJinbal 1ey} suolisanb ynoiyip
Supjse 14e3s Jo sayjof axew 0} AJy NoA uaym ‘IanamoH
"ys|8ug 109)Jad Ul JAMSUE })IM 8ys pue uolisanb
INOA Jay Sy "9)IWS 1S9poul B pue saks Supjulg

YIIM NOA SUI19aJ3 ‘pUB)S UOIBWIOJUI BY) 1B UBUIOM Y

¢ SUBWINY Y}IM UOI}OBIBIUI JO JUSW
-90e)daJ |e10) B 9q USISSP PINOYS INg ‘UgIsap YanoJy}
paJllajsued) si Aljendsoy 1eyy auly Apoaylad si | “uoioe
-J3)Ul UBWINY |je 1S0] am a1aym juiod e si auay} usy |

NOILOVETLNI NVINNH

"Spasau (UMOW
-Un sawiawos) Ajiels pue 1eanjoeld AJsa ade Asy}
‘PUNOS ABU SUOIUSAUI 858U} || AZeJd Moy ‘'0S USAT
|8} Usas aney | ‘saA Asuowl 1o pa)joJ INoA axe)} 0}
99} SPUBY Y10g 8ABY NOA 0S aUIydew YSed B 0} 1xau
Japjoydnd e ad |eal e aam Ji JI S 189 pue Jieyd JnoA
0} dn Suidwing ‘921JJ0 By} Ul SISZUSABDS SB YJOoM Jey)

SJaues|d 10g0J ‘(aA0) asaueder 1eym SI 1ey) asnedsq
‘Aj21nd paugisap ||e) Seq JnoA ul paysenbs 198 jou
S0P 1l 0S Ul 883 UnoA Auted 0) saxoq padeys-38a a
1] SBUIYL ('} O Unj ay} Joj aAey 03 juem isnl ing

‘paau Janau |jim sdeyuad pue) ‘pasu Jaaa pjnom noA

MW Janau NoA suonuaaul Azesd |1y s1onpodd Ayiu
guiusisap yim poo3 Alah ale ‘Jsnsmoy ‘sssueder ay |

SAILNVIILOVYd

"SUBISap JIay} Ul UsAS ‘uoljewlojul Suiplegal aJay)
pue aJay JuawdojaAsp aWos OB 0} SWaas }I ‘U0l
-B]S UlBJ} B U0 }S0] 108 JO doys J1ay) Jajus noA usym
noA diay 0} 1s0win Jiay} op Asyl ysnoy} UsAg 8q oy il
109dxa 1sea) 18 pjnom noA saded ay) Ul JoN J||e Jaije
AJunod Ajpualij-1siinoy e yans jou sdeyuad :spiom



Robot Pepper receiving customers at the entrance

of shops. Shinjuku, Japan.



One step too far in the wrong direction of hospitality,
| would say. Nice attempt, but not yet sufficiently
working for foreigners that are not accustomed to
non-human encounters. Besides, it does not feel
personal at all and since the Japanese hospitality is
all about ‘from the heart’, it would be very misplaced,
since robots do not have a heart.

DESIGNERS

Hospitality in design is rather a form of inviting people
and creating a space where strangers can become
friends. Where one can feel at ease and dare to be
vulnerable. To come to understand how forms of
hospitality have already been used in the process

of design we can look at different designers with their
own way of implementing hospitality in their projects,
consciously or unconsciously. How did these designers
use a way of under-standing and providing possi-
bilities in their projects?

STEFAN SAGMEISTER

If we are talking about vulnerability “The Happy Show'
by Stefan Sagmeister* would be a good example.
Not so much for the public becoming the vulnerable
object, but rather the designer himself. Perhaps
vulnerability might not always be a quality, since
critics might find it annoying and can take it for
self-pity. Even so, Sagmeister did pull it off well in
The Happy Show, where he invited people to be

part of his thoughts; offer them a look in his world.
His intentions are probably to show people some-
thing they perhaps had never thought about.

Although The Happy Show? was a collection of
Sagmeister his own views upon the topic ‘happiness’,
it did ask for the engagement of the public during
the exhibition. It was through playful-ness that he
carried on his research. With black on a yellow back-
ground he displayed emotional infographics, big
headlines, fun videos, interesting and interactive
installations and much more. With all these different
representations of happiness he intended to show
visitors his way of thinking.

Sagmeister is dedicated to his works and does more
of these dedications of his mind and body in some
other projects. For example the AIGA lecture event
poster from 1999, where he carved text into his body.
Or at his 2003 exhibition ‘Sagmeister on a binge’
you could see before and after pictures of him after
he had stuffed himself with a hundred different
types of junk food which made him gain more than
twenty-five pounds.

TRUE

Sagmeister had mentioned David John Riggins**,
artist name TRUE, in an earlier TEDtalk.* Riggins
is an American artist, designer and filmmaker and
is seen as ‘leading design innovator’.> Why Riggins

QGYOw Q100 =00 OOV
I~ MO0 MO o

JI"840" WP MMM
Ja)slowses uejalg Ag moyg AddeH ay |,

nnnnnnnnn

| b oo 2 B v ws =]

diysuonejas ay) 1eym pue ‘JUSWIUOIIAUS JIBY) PUB SOAI9S
-Way) Uo 109)j8. 0} payiAul sI 21ignd 8y | JUSUIBAIOAUI
s ANunwiwod sy} Jo ASojoydAsd sy 0} SBWI0D 1 Usym
UIBJg S3U0 Sy21d 9YS "9A1}08)102 8Y} PUB |eNPIAIPUI 34}
UaaM1aq Sallepunog ay) Suimolleu 0} 1s9s0)d dn san|)
‘uoluido Aw ur “Suom JsH “a8uey) Apue) si saoeds
angnd Jo asn saxew oym Jaugisap/isilie Jayjouy

ONVHO AANVO

,Auadoud

JUSWUIBA03 8y} SUIJEI0IA 10) JYSNned Sullas wod)
u01309)04d B SE ]9M SB ‘J1aSUIY 0} YJOM SIY WOJj Uol}
-uaye ay) Aeme pea) jou 0} pue ‘AllwAucue siy uieisns
0} JapJo ul dnguis, wAuopnasd e pasn ay ‘a.0jag
'ssaJd 8y} wodj 1Y3IS JO N0 Ulewsal 0} Sall} aH “Ayuspl

SIY J0j 1d9oxa ‘SJayl0 0} SUIYIBUIOS SAIZ 0} SjUBM
9H "8]geJauNA ANy Jou SI SUIBBIY Uy} | ‘J9ASMOH

" pJBD U33JUNJOA, B Y}IM UIBY)
papirold ay 810248y} ‘UOIENYS }N214Ip B Ul Ind 89
0} J0U Wiay} pajuem ay JysSned aq pjnom spually siy
UBYA\ "SpuUall) SIy splemol AjjeAo) smoys ay 1eyy Jo
doyy “A1aJes umMo SIy 9A0Qge SUBYJ0 UJIOjul, O} pasu
ayl sind aH 1ysned wiy 198 ued 1ey) ssuly) suiop
Ag ‘ajgedauina Sulaqg y3noJy) SSaUSSa})aS JO 1J0S B
SMOUS SUISSIY SIU} YlIM ‘'SS8)8ylIaAaN B)gepeaJun
uonewJojul A1essadau Ajgeqo.d sayew pue adeds
2N1gnd S31Ej0IA BH "0S USAS [edIWiul SUIYISWIOS SI sy |

"padIlouU sAemie 10U Sem a8ueyd ay) 0s Susis

3say) 0} uonuaye Aed uayjo jou op adoad ‘UsremoH
"S3PNoUl }I S)Ie18p 8y} puUB S3UIpUNOJINS JIay} O}
uonuayne atow Aed pue Ajjualal)ip yuiyy o1 a1gnd
198811} 0} S95ESSaW 9AIIRD0A0Id SBUIIIBUIOS pue
Auunj paureiuod sugis ay| "susis |euIgIIo ay) JaAo0
ugIs Jayjoue a2ejd pjnom spually SIY JO Ul0S pue ay
aJaym Aemans e ul pandexy ', SUOIdNIISU| 8y17,
pa)ed sem sjosfoid e))luang, 1eUOISEDI0 SIY JO BUQ

"3U0AJans 10} B|qe)IBAB ‘1B Uado pue 3a.) Joj
uoIINjos PooS e sI i juiyy | -angnd 4a881q e Joj pakeld
-SIp 8q p)noys 1Je 1ey) eapl siy Aojdula 0} sall) ay
SWNasNW pue sallayes uiplone Ag -soeds e ue
Se sSUIpUNOJINS |eJnjeu sasn ay jeyy st Ayeydsoy
4O yoJeasal Al 1oy ajduiexs Suljsalaiul Ue saxeul



55#@4 ...l_‘.,.éwﬂm I..M_.UIZQ.U mn..w /

; g.«uu..?

k¢ _n,_mma aw“mg,,p,a,. = RV V,JE 15,/;7_

2410 any e e

FEO0W

,_IMV.QW,% e _.m,,*_ﬁ_wﬁ_?%
: wiw ] 21D _ _L.

K.ﬁ m:;.__ A ey

.: _ ,_.___... :.;_EJ m;
p T I Ay | Fen L g <
s oaipnd L:..A riu+ eV e £l g | 1o m_r:r _Eu N»é? wa sulsng
u_!.iu LIWOD S AT ﬂﬁﬂ!u.:nﬂ..zi N L e e . e ¥
_..Fr.._vhr.v._._qf.._z_ m :ulcrz Angiv Qval Lagos 3 .ﬂ. i ISP I : ; 4 a___mu.i_a.n..w. wq___.....w_._fe_ .Q.mﬂ_r—dfwﬂ__ ..__. q—. _u_.iuu_n?uu.u...di_h_
¥ 8 - ———cq wiem | 0P | G10j0gS ; e,
ﬂi. e Ok e e .@hﬁnﬂw,f ._,/«.ﬂh .....,u.:.ru.,.____fq,..m.an._h ..M:P . a1 vﬁﬁ vtif _wf ﬂm_m_m_ NNe2 uﬂ_ .9.... ﬁ s Uum
7 T 4 a.:
ArJ o dJ... Ca

30 Ma 3= ___izui_.. OV waeeb o ses1 rong RHNIIA 3 TS NI 1
i) ._.ﬁ.ﬁv-m ._.VIQ.JL .._.1 LY ..,..\:_J .

.—i &’ \ " ii_*-iu
is o
Mh. 4#& - e c Al Mﬁ‘#m—fa- e CET BISE N T P, | | by 4
Sy gy ab 2y ’g_l-i ek SR P IR N A
| IL.M., ..H.__ A .— Iy L\ﬂ;ﬁﬁ.iu,._.-.._-_if.u. Lo av Ly _..Hviz_éu..w,_ u_.nu__,“_.:.ﬂ.,...._ s ./._t“m_ﬂ. M\—.._n_, o J..,l_ .... # o
A0 TR 087 Y UMOE 3 | R A N N TBMOGNAD A1 “IET  baphorm mprsma e e 24 POy = i R

/MOy Eec.T ¥ SAIAD) ’l_i-ih Ewt_ﬂ rt.u.n___..ﬂmmm ’ia‘:i _UCJ;}E_ P | [ +F_> nl-i—i
s g b Aol _

: 2 9%.
e o o 5133 81 Sy L .1 |
3300 1vE LT .l 18 | aiogeg 7Y n i-‘-!ﬁn& 29179 J_,E_Tﬂ 12. B vy Iill.‘w_li

Sl

‘ _ _\\n_, T 3t - _.5_.% =y ,_,,...:i _,_._a ) ¥ =y Sl LSO vﬁ_@wu& I iy aing A m _t i ermli g

\.ru:\u{..j._._._.. 14 & {
_-..JJ& r._ o T, =1 ﬂl.-‘.jﬂﬁ - =T N f e lill_-!.i\ﬁc# :
sl ,...hnaac \,ﬁzéa . hlﬁw.mn_ m:__w ,Jaoawwcxﬂ+ PRI suasppud hu_thap ,ﬁ.:wi L g v .__Fvﬁqﬂi : ._.,&,,.”,t e
sk f - ! f a1 / '
Yo | ; o "9 e .m_um o “ u_.udlnw Pxn:_,_ _iw_.w ) ﬂ.r . _Q..V d_:.i sty WARPLYNC }__.mL...

e g Uy : i R b _ ,. )
m,d_zt,.ﬂf: Gl &Jég@.{si ; ,.v.. 34d _,l u { 2\ o d A m_
ja:Lq E_:J_f L_r..,_,, 5 f,. . . : SRy
. .Mv; \al . :

\ﬂl@ﬂq}ﬁd v v¥ 3 IW.. .q ) .w,,., _.

‘Before | die’ wall®roject by Candy Chjﬁng".

www.beforgidie.ec .




is between the public space and mental health of
both the individual as the collective.® Her projects
are open for public and are mainly interactive experi-
ments that offer ways to start a dialogue with and
between the local community.

‘Before | Die" is one of the most widely spread pro-
jects, since it had been set up in more than seventy
countries. This is a great example of a participatory
public art project. By stencilling the words ‘Before

| Die’ repeatedly on a black wall with a set of lines
for public to finish the sentence, she creates a space
where everyone is invited to reflect on life and
death, and share their own envision with others.

The beauty of this project is that it did not end with
just one wall. As a matter of fact, it is a never-ending
project. While people are asked to participate by
writing on the wall, they are also free to replicate this
wall somewhere else. Even better, this is a wonderful
example of hospitality by creating opportunities:
Chang offers a guide on how to set up your own wall
including five easy steps, a checklist of what you need
and a stencil.” This way a project can become an
adjustable and transmittable form of hospitality.

Furthermore Chang gives people, who are interested
to set up their own project, the freedom to use this
concept. Questions from the website's FAQ like “Can
| change the wording of ‘Before | Die"?" and “Do |

need to follow the exact composition of the original
wall?"° are answered with the motivation that you
can do whatever you feel inspired to do or whatever
feels right. In every way this project is an invitation
to let your own creativity or motivation run free and
execute it yourself in any way you want. Now more
than 2,000 walls have been set up and still people
are using this concept. In The Netherlands there
have been three ‘Before | Die'-walls (recorded on
the project’s website). One in Amsterdam, Eind-
hoven and March 2016 in Almelo.

“Before | die | want to meet the aliens.”
- Eindhoven, September 2011

Since people could adjust the text freely, there had
been some ‘remixes’. In 2013 the community of Er-
melo raised a wall with the title “What makes Ermelo
the place to be?” And in Leeuwarden the students
of Noordelijke Hogeschool raised a temporary one
in November 2011 named “Before | Graduate” which
left mostly very student-like answers, but also weird,
creative ideas, sad stories and ambitious plans.

“‘Loose my virginity.”

“Have a naked photoshoot.”

‘Eat a shark.”

“Find friends who won't leave me.”
“Have my own company.”
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Dave Hakkens with his plastic recycle machines.
www.youtube.com/watch?v=8J7JZcsoHyA




this a very exquisite pursuance and serves useful
opportunities.

BILL MOGGRIDGE

An early example of how the helpful thinking of one
person has translated itself into design is from Bill
Moggridge. Born in London, 1943 as William Grant
Moggridge and later studying Industrial Design

at Central ST. Martins College of Art and Design,
Moggridge worked in his adult life as co-founder of
IDEO. Not only is IDEO one of the most successful
design firms in the world, it was also one of the
first to emerge the design of software and hardware
with industrial design. Some people see Moggridge
as the ‘father of interaction design'’. Interaction

design is directed to improve the using and under-
standing of digital projects.“

In 1982 Moggridge worked for Grid Systems, where
he developed the ‘Grid Compass’, the first laptop
computer, which was designed to fit the size of a
briefcase. At the time the laptop was too expensive
for common public with its value of eight thousand
dollar. So then it was mainly used by the military
and was even present in space shuttles.”

Moggrdige his fascination is not the box, but rather
the software inside. Apparently that had triggered
the idea that design could become more than just
some beautiful and convenient object. He thought

GRID Compass 1101, www.oldcomputers.net

more about providing others something that would
meet the experience'. Something that was practi-
cal and would satisfy the needs of the users.

He anticipated on the (future) needs of society and
developed products that nowadays we cannot do
without. In an interview about his book ‘Design
Interactions” Moggridge said he “would have to learn
to design the interactive technology instead of just
the physical object.” Here he was clearly aware of
how important interactions were in order to provide
in the consumer’s needs.

When working for IDEO, Moggridge changed his
focus from specific projects to working on the
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Hara is very focussed on the idea that design should
implicate what the public asks for. It is a learning
process. Good design does not just come from a
designer suddenly having a great idea. It must have
been anticipation and understanding, a perhaps rather
long way of observing before finding solutions.
Plus, in his book ‘Designing Design’ he writes that
he is ‘not interested in creating messages against
something,™® he rather thinks design should take
effect in a planning process.

With this concept of ‘educational desire’ the Japanese
essence of simplicity is woven in the design of MUJI,
where ‘This will do.” is fundamentally aspired. It

teaches the people to not think about all the details

and extras a towel can contain, but adequately agrees
that a plain towel ‘will do’. He believes that this idea
can be realized by an awareness that goes beyond
the beautiful object and more towards the experience
of it, quite the same as Bill Moggridge thought of
functionality before appearance. In Hara's opinion,
the future of Japanese design should concern better
guestions and not so much focus on forging better
solutions. (Which is actually in contrast with the ide-
as of developers like Bill Moggridge and Bret Victor,
who rather aspire solutions.)

Hara reflects on how Japanese design can be im-
proved by revitalizing the traditional aspects of Japan's
history into a modern society. That of course is follo-

wed by further develop-ment for the future with

an eye on designing products that are not just
beautiful or functional, but contain cultural qualities
as well. That might be the very reason why MUJI
functions so well. Especially in Japanese culture,
where the Japanese both care for newness and
development, as they like to hold onto their traditions.

“I'm not trying to go back to the past and say it's
beautiful and wonderful but, just like unearthing
minerals, I'm trying to unearth those resources
from the past as energy to propel us into the future.”

If you have ever been to Japan and visited a ryokan,
a traditional Japanese inn, you might have experienced

that it is a very un-surpassed experience, noth-
ing compared to abundant Western style hotels.

It offers exquisite service, the true omotenashi in

a traditional way. This provides a richness in all its
simplicity. Much more richness than the abundance
of the West can ever target. Unfortunately ryokans
are becoming a ‘dying phenomenon’ for it is quite
expensive and customers rather pay less money for
exaggerated but not qualitative service.

This reflection on traditional Japan brings me back
to the omotenashi that I've been reaching out for.
Unfortunately the essence of Japanese hospitality
has been turned into a rather consumerist concept.
Which is quite sad, for the whole idea of unselfish
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So yes, it is certainly possible to apply the art of
Japanese hospitality into the world of design. A
designer should not only design a handy product
or confronting event, but make it an accessible
experience for the public as well. It is difficult now-
adays to get the attention of this digital generation,
only looking down on their phones. So what thrives
these people to look up? Something that is inviting
and capturing. Things that make you think or help
you further. It does not have to be presented on a
silver platter, as long as the platter is an unforgetta-
ble (and perhaps life-changing) experience.

Lo sl

2

Ryokan in Japan. www.motivistjapan.com
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