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Abstracts

It is suggested that a growing need for long-term health care is a
result of the society changes, such as diseases evolutions and changes in
family structure as well as the increased probability of the mental and
physical frallties and needs of extended care services due to the
population aged. Given that the mgor customers of long-term care
services are the elders, serious disability and vulnerable groups, attentions
to the care quality have been drawn, which on the other hand, plays a key
role for the assessment of long-term care policy and management within
the nursing home. It is therefore, understood that the quality of long-term
hedlth care becomes an important issue in Tawan.

In consideration of our intention and the research purpose, the sdf
administration questionnaire - Residents' Perceptions of Service Quality
and Importance Evaluation within a Nursing Home - designed based on
the focus group, literature review and related experts’ suggestions is
applied to our investigation. The questions are about five service quality
dimensions provided by a nursing home - medica care, facilities and
environment, administrative support, staff attitudes and other services as
well as forty-five resdents demanded quality elements. Eighty-five
participants in this study came from the family members of current
residents at Nursing Home of Taichung Hospital, and Quality Functions
Deployment (QFD) was used to analyze the collected data.

First of al, the research found the gaps in expectations and
perceptions within the demanded quality elements. The positive gap
scores indicating that perceptions exceeded expectations were found
within 29 elements while the negative gap scores indicating that
perceptions fell short of expectations were within 16 demanded qualities,
which underlines that an extra effort on demanded qualities improvement
Is required. Meanwhile, according to the importance evaluation, five high
on the priority list of demanded quality elements are reasonable charge,
physician's response to resident’s needs, foods standard, physician's
professional competence, and meas provided at appointment time.



Finally, the importance evaluation of demanded qualities versus nursing
home's service quality dimensions presents that eight elements -
physiciang/staff professonal competence, hedth care efficiency,
manpower, continuing staff education/training, cost management, in-time
health care service, crisis handling, foods conditions were valued more
than 5% while two departments — medica <aff and administrative
departments were found being valued over 5% within the importance
evaluation of nursng home's sarvice quaity dimensons versus
departments needed to be strengthened.

This study is intended to address the residents' needs within anursing
home through an exploratory analysis with an attempt to understand
better the need and decision elements utilized by nursing home residents
and their families, which serves as a tool to asss the nursng home to
build and promote a program based on the findings and suggestions
presented in this paper to improve the quality of long-term care service.

Key words: Quality Function Deployment, QFD, Service Quality,
Nursing Home, Satisfaction
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14.6844 0.4043
-4.2762 -0.1177
3.8637 0.1064
0.0333 0.0009
14.04 0.3866
8.7336 0.2405
175.3075 4.8273

LMax(
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4-12

1.0000 15.36% 1
0.7054 10.83% 2
0.6122 9.40% 3
0.4598 7.06% 4
0.4531 6.96% 5
0.4196 6.44% 6
0.4043 6.21% 7
0.3866 5.94% 8
0.2986 4.59% 9
0.2899 445% 10
0.2758 423% 11
0.2727 419% 12
0.2405 369% 13
0.2313 355% 14
0.1862 286% 15
0.1064 1.63% 16
0.0920 141% 17
0.0772 1.19% 18
0.0009 0.01% 19
6.5128 100%  --
-0.0039 023% 20
-0.0802 476% 21
-0.1177 6.98% 22
-0.1371 814% 23
-0.1382 820% 24
-0.176 1044% 25
-0.2892 17.16% 26
-0.3467 2057% 27
-0.3961 2351% 28
-1.6851 100% -
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NO.

11
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1-4
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4-15

-77.028  -0.1099
-37.2168  -0.0531
80.0307 0.1142
148.1085 0.2114
49.3695 0.0705
200.0808 0.2856
630.1215 0.8994
259.2315 0.3700
607.0194 0.8664
157.3542 0.2246
44.0532 0.0629
92.4399 0.1319
700.6176" 1.0000
540.5751 0.7716
148.0662 0.2113
224.1432 0.3199
132.1596 0.1886
504819  -0.0721
504819  -0.0721
26.3655 0.0376
213.6717 0.3050
43.1829 0.0616
-32.2974  -0.0461
-04239  -0.0006
8.4096 0.0120
8.4096 0.0120
4065.4803 5.8027

1 Max (
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Max(



4-16

1.0000 16.24% 1
0.8994 1461% 2
0.8664 14.07% 3
0.7716 1253% 4
0.3700 6.01% 5
0.3199 520% 6
0.3050 495% 7
0.2856 464% 8
0.2246 365% 9
0.2114 343% 10
0.2113 343% 1
0.1886 3.06% 12
0.1319 214% 13
0.1142 1.85% 14
0.0705 1.15% 15
0.0629 1.02% 16
0.0616 1.00% 17
0.0376 061% 18
0.0120 019% 19
0.0120 019% 20
6.1565 100%  --
-0.0006 017% 21
-0.0461 13.03% 22
-0.0531 15.00% 23
-0.0721 2037% 24
-0.0721 20.37% 25
-0.1099 31.05% 26
-0.3539 100% -
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Objectives

Importance

Vision

3. Improve/refine 7-stage process

4. Increase onsite education

5. XXX
6. XXX
7. XXX

A. Leader in customer satisfaction

@ 2. Improve customer service

B. Strengthen employee development

©

C. Continual improvement product

D. Process driven

@ O @ |. Improve product quality/reliability

QO

E. XXX ©
F. XXX ©
Relationship symbols  Column priority
(©) Strong -9
() Moderate -3
S\ Weak -1
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