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Jodouoooooogo

— Disney Institute D 00D 000000000 —

O o o d

1. IIC®IC

goooooooooooboo, boobooboooboooobooobOooob, obo
gboobogooooboboboobooooobobobooooobo, obobooooob
goboogooooob, boboobooooob, bobooooboboboooooon
ubobooooobobobooboo, boboboboooobobobooobooon
ga

0000, 0000000000 10000 Disney Institute 1000000000
0000D0000000000000D00000Y, 00000000000000
oboobooo, obobobobooooboboboobooobooboon

2. FYR=Z— - AVIN=—

o0, 00doooo00o0ooooooooooooogoooooooooOo, oo
gooodooooooooogooooooooooooooooooogoooo, o
god, oo 40000000000 b0ooo0 oob, bobobboooooooa
000000 DREZDFH-I9TA4 AN 0000, 0000, 000000
000000000 Walt Disney Pictures (Walt Disney Animation Studios, Pixar
Animation Studios, DisneyToon Studios 000 0), 00O O000OO OO Touchstone
Pictures [0 Hollywood Pictures, 0 0 0 0O 0O 0O O O Walt Disney Studios Motion Pictures
International, OO OO DVDO O OO OO OD OO O Walt Disney Studios Home
Entertanment, 0000000000000 00D0D0OO0O0OODOODOOOOOOO

120100 500000000000000, DO0ODOODODOOODODOOODODOOS0O030005
gooooooooono, 2000 OPeople Managementl 0 3 0 0 0 0Quality Servicell 000 00
JodooOoOooooooooboboooobooognon
http://disneyinstitute.com/dates_and_pricing/public_programs_dates.aspx
http://disneyinstitute.com/dates_and_pricing/program_pricing.aspx



— 28— 000000 030010

0000000 Disney Theatrical Productions, O 0O O 0O 0O O O Disney Music Group
00000000 ooo0O, 0000000 wy—=2&UYy—hD OO, 000000
00000000000®P00000000000 Walt Disney Parks and Resorts,
0000000000000 Disney Cruise Line, 0000000 O Disney Vacation
CwbODOODDOO0D300000, DAF«47 -y bh7—20000, 0000
000000 ABC Television Network [0 Disney Channel Worldwide, OO O 0O 0O O
0000 ABC Studios 0 Walt Disney Television Animation 0 00 0 00 O O Disney-ABC
Television Group D 00, OO0 OO0 OO The Radio Disney Network, 0O 0 00O O
0000000 ESPN, 00000000000 A&E Television Network, OO OO
000000 Walt Disney Internet Group 0 00000004000, 000000
o,0,00,000,0000000, 00000000DOCOOOOOOOODO
0 DEFES v XEE (Consumer Products)] 00D DOODYI 0000O0O0oOoO,
pjoooooo 70, 3688800000 270000, O0O0O20, 0000000
072800, 00010, 0000100, 0O00ODOOO0O00O0O0O0OOODDODOODOO
90, OOODOOD 420, 0000000 U0U0U0oUoUoUoUU 10, booooo
00500000, 0000000000000 0DOO00DOOODOOODOOOD
0 90

ogoooooooooooooooooo, oooooooboboooooooo 2
gooooooooooboooodoooooooooboooobooooooo
go, goooooboooboooooo, goooooobooboboboono ogdg
goooooooogogooooogoob, togooobo, oobooooog, 3
Oo0oooooooo, booog 200000000 270000 (OO0OO0O0OO
000), 03000000000000000Y0000, 00000000000
doooooooooooooooooooouooooooooo, ooooooao
gooooooooooboooodooooooooooooobooooooo
0 %0

pgooooooboobooboooooo, bbb bbbuooooubobobo

2) D000, Disneyland Resort 0 D 0000 O0O0Oooooooogo, oo, ooo30ogd, 0oo
000000000 0oOooO (Walt Disney WorldResort) DO O OO OOOCOCOOOOO (Tokyo
Disney Resort) 0 0 000000

3 JoooUoo0oUooUO0, UOODUO0O0DU0OO0OUODO, U000, DODODODUDODODUDOOUOOO,
000, 0000000000000 DO0O000DO0OD00S00000000DOOOO0OD
(Disney Institute 200100 2005:4), 0000, 000000000000 400000000

4) Disney Institute 20010 2005 : 4

5) Disney Institute 20010 2005:50 O OO0, OO0O0QOQOOOO, DoooOoooooooobooo

6) Ritzer 20050 2009 : 26



0000000000000 (OO) — 29—

oboboooboobonoo

3. TARZ— A2V RAT 4T a2—b (Disney Institute) &
B0 5 A
gooooooooooooooo, tooooooobooobooooo, oooad
goooooooooobobooboo, boobbooobobooobooooooo
goooooobboobob, oo guooooboobo, bbooooo
I T A
O0o0oooooooooDOo, 00000000000 (www.disneyinstitute.com)
O0o0o0ooooo0o, Dooooooood, 00 (Our Methods) DO DO OO
doooooooobooboooooooogoooaao
As you “experience the business behind the magic,” you’ll discover our innovative
training methods focused on three key program outcomes: Knowledge, Comprehension,
and Application. These outcomes will clearly illustrate ways that you can adapt and
apply these lessons into your organization.
joooooooooooooooUooo0, Doooooooooooo
goo, oo, oo, oo 3000 oooooooonoa
goooooobob booooo, ooooooooboboobooooooo
dooooooooooooooo (ooo)
000these sessions may be enhanced by facilitated discussion, team-building exercises,
case studies, experiential activities, and behind-the-scenes guided tours at Disney
Destinations. Disney Institute programs Provide your with a business map that will
help you chart a course for your organization, your division, and yourself.
pjoooooobboooogboboo, obooobooooobo, ooooooo
o, oooooobob, oo, oogoooooobbbobbooooooo
gooooobot bbb gooooob, bbb, oo, O
goooooooDoDoDOoOOO0O00000o00ooo00ooooooo @on)
(0O0D0O0O000, http:/disneyinstitute.com/about_us/our_story.aspx 0 0 0O )
goooo, bbb, odoooouoooobooboobooooooo
oo, oo onoooboo, oguoooo,
350000000400000000000, O0D0OD0OO0OOOOP0 00, 00O
gooooobbboobbbooooo, ooduooooboobobbobouooooo

7) Disney Institute 20010 2005 : 9
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00000000000ooooo®o

oo0ooodoooooodooooooodoo, Private Program, Public Program,
Custom Solutions, Virtual Learning, Sponsorship Opportunities, Tours & Team Building
oooooooo, ooooooooooo, o000, OopooooOoooooon
Public Program OO0 000 O0OO0OO, DOOOODOOO Public Program OO0 000
doooooooooo

4. HOEWBINBHFOEPRAT VEMKRELE, Y—ERXRLED
=07 A4S A (Professional Development Program)

Public Program 0 0 0 0 0 0O O 0O Walt Disney World 0 0 0 0O O O O O O Disneyland
goooooooboob oo oooboooooboo, oooao
goooooooooboboboooooooooo
goo, oo, bbb, b0, oo, oo, 0o, 0O, DOooo, Oog,
agg, gg
Disney Institute Fact Sheet (http:/corporate.disney.go.com/media/news/Fact
Institute.pdf) O O
0000000000000 000oooooooooouoooooo (T. Connellan)
gooo, bbb oooooooooooooo
fjjooooobooooooooooooo, oooooo(@ooooooon
doo)yoobooooooooooo, boooooboooooooo, oo
goobooooobooobooooooboooobooobobo, obboo
gooo, oobobboooboboooboboooobuoo, bbbooobboo
goodo, boododoooobo, bodoogoboboboboooooggoooao
ILOLOODO000D0000000000000000 GEOoDoDoOooooon
gogooobobobobodoooobobobboooooo bbb obooo,
goooobbbbbtbooooooooooobobobboobboooooo
000o0o0oo0o0bOoo, 00bobooboooooooo (Connellan 199700 1997 :
32)
gooooooooooooo, oo oooooooobooo, oo, O
gooooooooobobobodooooooooooooooooo
00000000000000000000O00000O00O0O0O0o0OO0Q, oY—4—
v 7 DEHM (Leadership Excellence)d, DAMEIE (People Management), 014 #

8) Snow 20080 2010
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)5 4 - ¥ —E X (Quality Service)d, 0775 K - OA4+ U F « (Brand Loyalty)Q,
DRIE M DEMAL (Inspiring Creativity)D 0 50000% 000000000, O0Y—
=<y 7OE#M 00, 00000000000 00000000000000
0000000, 000000000000000000000000O, 0000
000000000000 DD000000000000000, 000000000
000000000000 000DAME®RI OO0, 000D00D0D0D0000O0O0O0
000000000000000000000000000, 0000000000
00000000000000000000000000, 00000000000
0000000000000000000000000000000O0DO, 000
000oooooooooo0oo2xYss -¥—EAR OO, OOOOOOODODO
00000D0D000D0DDDO0OO00000000, 000000000000000
00000000000000000000000000000000000 075
vR-O4¥VUSF40 00, 0000000000000 000000000000
0000000000, 0D00000000000000000000, 00000
0000000000000 00D00 DALEMOEM(D OO0, O0D000000
000000D000D00D0D0D000, 000000000000000000000
00000000 0D00ODDD0O0000000a0
0005000000000, 000000000 20000000000, O
0oooooooo

5. 7—02av”

0000000000000 00D000, Disneyland Hotel, Disney’s Paradise Pier
Hotel, Disney’s Grand Californian Hotels & Spa0 00 3000000000, OO0
00000, 0000000000000 000000 3000 Disney’s Grand
Californian Hotels & Spa 0 0 0000000 0 80000O0 4000000, O0OO
gooooobbbooobuoo, oo duooooboobob, booooo
00000000, 00000000000000000, O00o0ooo0o00oo00oQ
000000 0000000000000 0000o0o0oo00g, oooo, 0000
dooooooooooooooo

9) HPO O, OO0 Business Excellence 1 00, 0000000000 ADisney Legacy, Building A
Business Through Storytelling, Change Leadership, Disney Service Guidelines, Building A Culture
of Healthcare Excellence, Inspiration to Innovation, Leading Through Turbulent Times O 0O 0 0O O
ooagdno
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i
Quality Service
People Management
Leadership Excellence
Loyalty

Organizational Creativity

FHESIEAY OICEBIF S hi=&ik FHESIZEA DT (2 B B : Quality Service)
(BEEFWITNHEEIRE

5—1. A#MEE (People Management)

goooobo, e000000OD0ODOOO0OSO0O0O, DOODODODDDODDOOOOODO
000 oo0, 0000000d00dOoO, 0000dogd, 00000004d
OO0 ESPN, 00O, 00000000, 0000000000000 O0OO0 3000
ooooooo'™, gooo0o0, 000D00000000000000000 OO0
gooooo, bbb ogooooooooooboooooo
gooooobbbobobobooooooogog, gooboobobooooooa
goooooboooooooo bbb 200, OO0O0oOooOoOOO, ODOoOoOooo
00000000, 100000000000000000000000 400000
00000000, 000000000000000000, 0000000000
0, 0oooooooboboobooooooooogo

ogoo, tooooooooboo, oboob, oobooouooobod
(Leadership Excellence), 00O 00 0O OO (Cast Excellence), 000000 (Guest
Satisfaction), 0 0O 0 O (Financial Results) 0 00 400000000000DOO0O
00000000000, 000000000000, 00000000000 o™
000000, 0000000000000000000000 20000000
0000 000 D0oo0D ooooooooo, 0d (Clean), OO0OOODOO
(Friendly), 000 (Fun) 0 30000000000000000, 00000000

10) O0gooooooogoo, JobooooooooooUbo, Doboooooouoooo
11) 000000 You Tube (http://www.youtube.com/watch?vll M1kYwQ23Xc0) 0 0000 O
oo0oao
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0000 (Disney’s People as a philosophy) 0 0O 0O O, “You can dream, create, design,
and build the most wonderful place in the world, but it requires people to make the dream
areality” 0D OO0 O0O0OO0OOODOOOOODOOOOO, OOO, OOO, OOOO
doooooooooo, oooooo, ooooooooobooboooooooao
0oooooo (DDD)DDDDDDDDDDDDDDDDDDDDD12), oooag
gbdoboooooooooooooboobooo oo, ooboooboooo
gooooo

JoooooopoooooOooo0ooo0d, 000000 0d (The Key factors of
the Disney people management strategy) 0 0 0 0, O ODX{bD##%:AI7x##H58 (Contin-
wously reinforcing the culture)0, O 0@ U 7= A#1 DR (Selecting right-fit talent),
O IBENARIAVTAoDEHD L —=>% (Training for consistent quality)0,
O MEHRZER/ELIANFHEE5Z2 532 1= —2 3 (Communicating to inform and
inspire)d, O 04 7 DIRIEDEAIE (Creating an environment of care)] 0 500000
ugiddodo i oooo, ooooodoooooooobobobooooo
0o0oooooooo0ooooo, 0ooobo0 pooooOooon (Successful
Cooperate Culture)0 O, 00D OO0, DOODOOOOO, O0DOODOOODO, OO
000000 (By design, Well-defined, Clear to all, Goal-oriented)] O 0O OO0 0O
oo

00000000000, DEEE{GH (Heritage and Traditions)d, DEEEE T VR
JU (Language and Symbols)0, 0@ {H{E#ER (Shared Values)D, D41 & 4700 (Traits
and Behaviors)J 00000

B &R0 00000, “Disney dictionary” 0000000 D00, 00000
dooooooboobooooooooooooooooob, bboboooooooao
ogodooo, oooooooooooboo, booooooooo, ooboooo
gbdoboobodoouoouoooboobooboooouoooooboooboo
gbdoboooooobouooouoooboobuoobn, oo, Ooooboooo
gogoboooooouooouoooboo, boobobooouooooooboooo
dooooooooooooooo

OEfEL > 7RJVD OO, “Space Mountain” 0 “Space”, “Pirates of Caribbean” O
“Pirates”, “Haunted Mansion” O “Mansion” OO O0O0O0O, 000 0OO0OOOO
goooobodoo, boobodoouoooboobooooooouo, Do, boooboo
00000 tDooooo0 (“Disney-ese”)l DODOOOOOOOOOO, ODOOO

12) OO00O0O0000, Disney Institute 200102005:66, 000 2010:19, 00O 2000:8000, O
gobooooboooobobooo
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0000000000, 0000000000, 0000000000000000
ooooooo ™o

00, 0000000000, 000000, 0000000000000000
0000000000, 000000000000000000000000000
00000000 Magic Kingdom 00O 00O ODO, Hollywood Studios D 0 00O OO
000, Animal Kingdom O Tree of Life, Epcot [0 Spaceship Earth 00000000
000000, 0000000000000000000000000000000
0%l 00D0OO0O0O000000000, 0000000000000000000
000000000000, 0000000000000000000000000
0000000000000, 000000000, 00000000000000d
000, 00000000000000000000000000, 00000004
000000000000 D0000D0DO000DODOOOn ™o

13) 00dooooooooooo, ooooooooooooo, Dooooo, bobooooog
jodoooooobobooooobuooooooo
(Disney Institute 20010 2005 : 74)
7h>4 300000000000, F+AMOOOO, FRMOOOO,
FrARF—2O000000, NyHRF—20000, ARFa—L000,
F—F42a3000, A=) (OO0, KR+ /RRFROODOO
(Bryman 20040 2008 : 32 [ 0O 0O, Disney Institute 2001000 00000)
FrR7T4 20 @HROODOD, A—T4IREEROOOD, 12728 EHO0OO,
TV IV —TFTAVAVF-IUFO@OO)0, AXP_F7O00000000000
(000000000 1984:62)
FZAL-NO00000, b -ZN—A0D00DO
goo0d, Joo0oooooOooUooo (@oo)booooboooUooDOobooUoDpDoooooog
JooooO, oooobOoOoo0ooDoOoOoo00o0o otbobooooooboo, oooooooooo
oo “od0”0oooooOooooo, “00000”0“00000”0000000O0O00
00000 “000o0r’0b000000o0U0oDO0ooOU0OoDU0UoOUOoOUOoDOoDOoDOoDOn (0O
00 2010:45-6)
godoooooooooooo, boboooooooooooooO, ooooooooooo
0, 0000000, 0000000000000 (Bryman 200102005:31)0 DOOOOOO
0000000000 Disney Institute 1 00000000000
jjdooooooooooooobobooobobo, bboobboboboo0o0oogoUoUoUoooo
Jooo, 00odDOdooo0o0oOdDOo0o0 “000o0O0oo0o0o0oOoo’0oOoog, “00o0
joodUdoooUo”000U0D0O0OU0, D00DO00ODOO0O0O0DO0OU00OO00O0OOO0OOO0OOOOOg
godooooooo, boooooobooooooooooooooboooooo, ooooo
godoooboooooobo, bbb DoooobobooOooo
0, 000000000D000O0D00 000000 Oo0bOOoooOo0oOooDoO, ooooooo
godooooo, oooboooooboboooobobooooUo bbb ooooo
000000DO0O00 (Disney Institute 200100 2005 : 75)

14) 0000o0O0ooooooo, oooooooooooooooo HPOOOOODOOD DO, OO
goooouooooooooUoooO0ooDOoO0, OO0 HPOOODOOUOODOOO, Hollywood
Studies 000000000000 0OOO0O0OOOOUDOOUOODOOUOODOUOUODOO

0000000000000 HPO URL
(http://disneyworld.disney.go.com/theme-parks/)

Oooooooooo
(http://disney.go.com/vacations/websites/disabilities/mk/welcome.html)

15 00000o0oooooo, 0DoooDooo0ooo0U0oDOOoO, DooooOoooDoOoOooOoooDoOg
googo
(http://anothera.net/v2/articles/lessons-from-10-of-the-best-logo-designs-in-the-world)
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IH@oMfE# 0000, O0D0O00O, DOODO0O0O0O0O0ODOODODOOO00000
gooooooooooo poooooooooo, oo, oo, oo, ooo,
0o0odoooooooooo, DooDoooo0OoooooDooooOooooon
oo0ooooooooo, bD0o0ooooo00OooooooooOoOoooooDoooo

poooopoooo0ooooooD, ooogdooooooooogoooooo,
Ooooooooooo, Jooooooooooooooooogooooon
Oo00oooooooo, 0000000000000 ooooooooooon
o000, 0oopooo0ooooooo, Co0ooooDooooOoOooooon
ooogoo, 0oooo0od, 0ooooooooooooooodg, 0oo
codjoodfooodooodfooooooooooooooooooog,
gooooooooooo, Doooooo, oo ooooooooooo
(00O 2002:200-1, OOOO0O)
Oo00, 0ooooooooooooooooog, Dooooo, ooooooo
0o00doooooooooooooooo, ooooooooooooooooon
Oo0o0ooooopoooooooooaon

00D00000D00o0o0oO 200, 024k (Selecting)l OO, DO0OOOOODO
ooodod, oopooo0oOoU00oo, booDoooooooDooooOoooooo
Oo00o00ooooooooooooooo0oooooooooooog, ooooo
00000 (Communicate your culture)d, 00D OO O0OO0O0OO0O, DOOOOO
0O O O (State non-negotiables up front)l, 00 000000000 O OO (Treat applicants
as Guests), 0“00 70000 “O000700000 (Hire attitude, not aptitude)l
0400000000 00000000 “ODO00”00000000O0OOOO0OO
ooooooooo

0000, 0000000000000 og, 0000oooooooooonoo
oooooooooooog, 00ooDoooo0o0ooooooooOoOooooon
oooo, OboDooooOoOOoooo0oO0, Doooooooooooooooo,
ooooooooooooOooooooo, ooooooooooooo, oo
oooooodoooo00oooO, boooooOooooooooOooooooon
0, 000o0ooo, oogooooooooooooooo, Doooooo
Ooodoooo, ooodgooooooooooooooooogoooon
ooo0oooo, oooogooooooooooooooooogooooon
gooooooooo, oooooooooooOooooooooo, ooooo
Ooooooo (0o 2002:189-91, OO O0O)

0o0ooo0ooo0 jooooooOo0o0, booooooooooooooo
000000000 000000000, 0000000000 (Disney Institute
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200402008:54) 000 00D0D0O0O0OO0OODO0D ODOOUODOO, DODODODOOOOO
O (Adaptations and Applications) 0 000000, O00O0O0O, OOOOOOOOO,
0o0o0doooooooooooooooo, ooooooooooooooooon
ooodo, ooopoooooooo, booooooooooooooooo, o
googooooooooogoooooooooOgg, Dopoooogoogoo, o
OO0, J000o0oooo0o0oooooooooooooooooooooaon

3000 0Ohb—=r40 000000000, “O000000000 (Reinforce
your culture)”, “O00000000O00O0O000OO0OO (Create emotional buy-in)”,
“0O000000D000000O00O (Set up new employees for success)” d 300,
goooooooODODO, 00000000 00o00o00ogooooooooooooo,
gooooooooooo0ooooooDoO, boooooooooooOoOooooo
O00dooooooooo0oooooooooo0ooooooo cooooooon
Oo0o000ooooo00oooooo00ooooooooooooo, Dooooooon
0000000O0™y 00000000100, 00000000000 (“Work
should be fun”)0 OO0OCOOOCOD OO0, OOODOOOOOOODO, DOoOoOooO,
Walt Disney 0000000000 10000000000000D0

O00o0oopooooOo 200000000000, Disney University 0 00 0O 0O
00020000, Disney University 0 000000000000 OCOOO, OOO
ubooooooooboobooooo, obobooboooo, obo, ooooao
ubobooobooboobobooooboboiobooobooboboboooboooba,
“000000oooooboooooooogr, “ODO0O0O0ODOOOO00ODODOOO0
ooooor, 000, “O0000000O0ooOoOoOOoOO0OOoOoOooO?, 00Q
300000000000, Tableactivity 000, 20000000000000
oboooobooooboooooboooboboooboboo, bobooboooboobooobooon
ub, booooboboboboobooboboboobooboboboooon

16) 0000000000000 O00DO0O0DOO00DODOOO0DOO00ODD ODODDODO00ODOODOOO
goodoooogo
ooooo
(http://disney.go.com/disneycareers/internships/pdfs/DisneyLook_En.pdf)
Disney College Program (https://www.wdwcollegeprogram.com/sap/its/mimes/zh_
wdwcp/disneylook/disneylook.html)
Disney Professional Internships (http://disney.go.com/disneycareers/internships/wdw/
students/disneylook/dlook_all_cast.html)
ooooooooooda
(http://www.castingline.net/disney_qa 2/disneylook.html)
17) 00000000, Disney Institute 20010 2005:68—70 0 000000
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gboooooobobobobooooboobo, oboboooboboboooooon
gbobooboooboboboboobooboboboono

THEEH ERNYDEDNLIDT —T IV ORF SyFOEavTz

(BEIFWTNHEENTZE - 2 HEHOD Quality Service (CEAT ZFHERD H D)

goboooooobooboo, oo, gbooboobobobooboobobo
gobooobooobotooboboooboooboboooboobo, oboooboooobooo
uboobooooobobooboo, ooooboboboooboobooooboo, booo
ubooooooooboboobooo, oboboobooooo, O, 0O, 04ao
o, oo0o0oo, boooo, Ip, OO, O, OOO0ODOOODOOODOODOBOOD
obobooooboovs4boo0oooooo, oboboooooooooboboooo
oooo0oobOoobOob010bo0ob0o0obOoobOoooobOoobooboboOooDoo
gboobogobooboboboboooobobobobo, bobobooboooooob
uboobooooooboob, bobooooboboboooobobobooooaon
OO0, 0000000000000 GasO “Showd0o0ODOOOOOODOOO, OO
oobooobobooboboobobooboooooooooooooobooobooooboOooon
ooooooooo, ooboooooooooo, oooob opooboooobOooo
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0000000000000000000000000 ®o

goooobooooooboo, ooooboooooobo, 10000 70
goooo, bbb guooboboboobbbobboooooo
goodo1l10100o000d0, Doopooooooooooooooooo, oo
0o00doooooooo0ooooooooooooooooDooooogoooo
gooooooo, oo ouooooo, bbobooooooao
goooooooooobooooooog, gooooooboobooooooo
gooooobbooooooooooooooooog, boboDoo 400000
0Id=a=4—3>x0 000000, “O0000000000C00ODOOOOOO
(Everyone has valuable information to share)”, “O00, 000000000000
0000000000000 DO0O000 (Individuals need to know how their work
contributes to the organization’s goal)”, “O 0000000000000 OOOOO,
0000ooooooooooooooonon (Communication methods and messages
must meet Cast Members'needs)” 0 300000000 0000 1000000,
0000 0DO0O0O0O0OO000D00 (Cast Excellence Survey)d DOOOOOO, OO
0o0o0odooooooooooooooooooooon

00000500 047 (Care)d OO, “O00000 (The physical environment)”,
“0O000000000 (Cast Member benefits)”, “O00 000 00O (Recognition
and rewards)”, “00000000000000O00O0O (Cast Activities and Services)”,
“00000000000000000”00000000%0 00, 000000
gooooobboobobooooooo, gogoobobobboboooooa,
oo00oooooooooooooooooooooooooooooD, oooooo
goodooooooooooooooooooooooooDo, Dogooooo
goooo bbb ooooooooobo, bobooooooao
goooooooob, booooooog, ggoooooboobooooooo
gooo, bbb, bboooo, oogguooooboobobooog, ooo
gooooobbbbbbooooon

000500000, 0000, DRRENAZADAMYD O00D000000000
OO0, 0000000D Disney University 00 20 000000000000

18) 000ooooooooooooooDooooooooooooooDoooooooDoO, 0Doog
go000d000oO0ooOooO0o0o0oOoooboo0o0oOobOoObOooOoOooOL, DoooooooOoooo
000o0oooodoo od, D00O0000 “Disney Business-Behind the Scenes-Cast Member-
1983-History” 0 0 0 O YouTube O O O (http://www.youtube.com/watch?v] bTNgIBDYenY)
ogoooooooooo

19 0000, 0000000000000 00000000000 HP (http://www.castingline.
net/) 0000000000
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000000 ooooooooooon (Emotional Creature) 0, OO OO OO
(Emotional Satisfaction) 000000, 000000 O0O0OOOOOOCODOOOOOD
0o0o0odooooooooooooooD, ooooooooooooooooooon
ooogooooooooo, ooooooooOoO, DoooooooOoOooooon
00000, D00000000000oOdOodOdd, 0000000000049
o000, 0o0o00oooooooo0d, 00oooooooooooooooooon
0000ooooooooo0oooooooooo0g, Doopoooooooooon
Oo0o0ooooooooooo

5—2. 4FUF 4 - H—E X (Quality Service)

goooo, boobooobooboo, sb00dbedbOdbO 11000
00 00000000 8000000, D00D0DO0O0D00OD0ODD0ODOO0OOO
gooooono, oobooobooobobodbbooooboooboooooon
goooooo, ooooooo 400, OO0DDODDOOODODDODOO0OOOOOOO
goooo, bbooobtoo, oo duoooobobobobobo, oooo
oooo

goobooboooboooobooobbooo, booobbooobobooo
godoooooboo, ooboobodo obo0bo0 tooboobouobooooa
(Pay attention to every detail)J OO0 OO0 ODODODOOO, DO0OODODOOOO, 300
gooooobobboobbbooooooo ooooob, bbb ooooooa
0000, 00000000000%0000000000000000000000
oo, boo0oo, oooboooboboo0obo, oooobooooobooooo
good, oobobboboboo, oo booboboooooobobobobo o
ooo, ooobooooooo, OO0 OWall-kED O 1000 500000000 Wall-
E00O0O0O0OD0DO0O0OoOoOoOooooO, ooooo WallkEDOOoooooooo
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Disney and Hospitality:
from the experience of Disney Institute Workshop

Fumihiro DOI

Disney is famous for their hospitality. And their management strategies to keep
the hospitality are unique. Then, what kind of characteristics do they have? In this
paper, by introducing the contents of workshop and their thoughts, I will think about
the characteristics and their devices. The findings show that their “Magic” is not a
real magic but a very realistic wisdom for organizations and societies to promote the

member’s activities.



