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A case study of managers’ communication behavior aimed at motivating young staff
in a service organization
~ A qualitative analysis of the narratives of general managers at a luxury car dealership ~
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Abstract

Employee retention is a pressing issue for service organizations, as the service industry
has high rates of both job entry and turnover. Since service quality is greatly influenced
by the emotions and actions of employees, it is important for managers to increase
employee satisfaction and motivation. This case study explored the characteristics of
excellent managers and sought to determine how their daily communication with their
subordinates motivated younger staff members. Specifically, the survey focused on the
general manager of Lexus Fukagawa, a Lexus car dealership. A qualitative analysis of
interview data performed using open coding generated five categories and 14 codes for
motivational communication with young staff, and these results are discussed in detail.
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