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Abstract

The rapidly changing population structure and population aging in Taiwan have led
to the coming of aging society, as well as many new demands and problems. Population
aging has become an issue which attracts the attention from the genera public and the
government of the current society. The declining family care function makes long-term care
(LTC) facilities, other than families, an indispensable care service. Small-scale and
community LTC facilities that meet both social needs and future trends are particularly
important. However, although many small-scale LTC facilities have been established in
Taiwan to meet the increasing demands for long-term care of the elderly, their service
quality isinconsistent. To LTC facilities, service quality can be used to create their positive
image and increase the trust of residents and their families. Moreover, the objective of
sustainable development can also be achieved by improving service quality. However, how
can LTC facilities ensure their service quality to guarantee the life of the increasing aging

population has become a very important issue in the mind of the general public.

The main purpose of this study is to investigate the service quality of small-scale
LTC facilities. This study performed quantitative interviews, used the PZB service quality
five-dimension scale to investigate the factors affecting the service quality of LTC
facilities for the elderly. In addition, this study proposed specific and practicable measures
for the factors affecting service quality. Such measures can be provided for facilities to
improve their service quality, and can also be provide as reference for the government to
develop relevant policies.

The results of the preliminary investigation showed that: in terms of the factors
affecting the hardware equipment of tangibility of LTC facilities, providing complete and
sound hardware facilities and service equipment and attaching importance to indoor
decoration to create a caregiving environment with a sense of home are regarded as the
factors affecting service quality. In terms of reliability of LTC facilities, this study found
that the factor affecting reliability is LTC facilities’ implementation of service contract and
passion for solving the problems of residents and their families once they promise to
provide residents with service. In terms of responsiveness of LTC facilities, LTC facilities

immediate response to the special needs of residents and their families is beneficia to the



improvement of their satisfaction with facilities. In terms of assurance, this study found that
the service attitude of service staff enables families to entrust eldersto LTC facilities, and is
regarded as the addition of service quality. In terms of the empathy of LTC facilities, this
study found that LTC facilities' ability to pay attention to the physical and psychological
status of residents at any time, maintain the contact with families and take into account the
rights and interests of residents from their perspective can improve the service quality of
LTC facilities.

The service quality of small-scale LTC facilities is associated with their survival and
development. If LTC facilities can implement four measures. (1) creating a safe and
comfortable environment; (2) establishing a professional service team; (3) providing great
care service for residents, (4) developing the concept of sustainable development, the

overall service quality of LTC facilities can be improved.

Keywords: LTC facilities for the Elderly, Service quality, Tangibility, Reliability,

Responsiveness, Assurance, Empathy
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WA GoRE e BT RBARGA DG M At~ F A~ RSB IR
PRI IREAET Moo BT R ADL R F R LR eh- T RIRFHEAR
ARF A R M rEYREREERTI DY DIRBELIER o

Z N RBEFiFE
Donabedian ( 1980) 1% Tﬁ)ﬁ?‘ﬁ@ﬁéﬁ SRR ENTZRARRTAST B D
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Fraa (3pBERKING) -
(- )& eh ¥ T & (absolute definition )
BEAREN §F - PREORT LIFLRIERAPIRIEDD 2> T - B S
e (FiRd 0 5 5 RITIRE o VR TR PRI foet DR R -
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HhEEARTERESTRE CEARBY REER AT DT EFE -
7oA PRERAET A A FI BAHY o« R E RA K ﬂ{i{ 1 % TEERTER AR
g FR R A FARTRZ AR 0 & S EE R AR At
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TR & F R T R R - F A FRRALZ o AR AL D
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AR % o st * K AR X PR (S ch o il £t BATIRGS
B e i o
;“ggﬁﬁﬂ EAERYRAWHEL T Rk RERE S g
o BRI 0 4 B AR o BHEGIRBE FRALL B AR L XX K
WRAPBHERA L & P HE2tFH G R g L8 3 R FRRRA o BAE
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- CRAREOE
—da g o BRI R R TREERIAE ) P TIRBET ) R A#ED
L BBLT J Parasuraman (1985) ¥ § % #1k &\ s in B Il > L EF 2 D PR A%
SR 2 TAEER AR A - 4% Bolton & Drew (1991) % Parasuraman > Zeithaml
& Berry (1990) &3 dp i @3 R A 3 Fni 2 A7 A 54 d T3y
» 8 Tenardsc | 4p 3 v fien % o Cronin & Tayor (1992) P R B FPRT* 5
®¢§’%%ﬁrﬁ%ﬁ%&Jﬁﬁ’ﬂigmmm&mwwwm>ﬁmrﬁ%ﬁ
AR AN TRBEEE G EF -
¥ I Kotler(1991)a‘;1 Mg FEY - 3 RDRAAS LY R F T Feo
Muller (1991) 3252 BEEHB L F 2420 £ F 34 4 > Kotler (1991) Py 335 AE
ZmEs gH L FE
WA R EFRFE &TW%WFJm?%ﬂP?V“ PRAEE AR

# % o Peterson & Wilson (1992) A€ % % & £ 4 Lrci ¥

B TRERLR ) ¥R P EYBRFFE 2 L 85 0> 2 5 p j& Cardozo
(ww)%rﬁgﬁiJ%@ﬁpza’ﬁiﬁi%%&%&—%%ﬁwwpii
& Spreng (1993) F@m a5 M TAEEZEE m?l"c’é; oo TREEEL ) o
TERMAEL - BEH- RDER
AT HERLRAIM 2 IF*HE MU T2 18 HIRE - WA B R R RIF
AR F- E Tk B R £ 5% 4 ;e (Transaction-Specific) v
A At EEE (Cumulative) o % = &0 TR 3% 20 BIA 5 R M3 frin ot
3= o Anderson, Fornell and Lehmann (1994 ) ﬁff%‘fi i#ﬂ B R R BR
Bho A PEEG R F R 2 A SRIEE TR LR LA &S
JRARch v RARBLEES I | R A HA SN R SR OFHITE 0 T RL £
EIERE SRR g
Fo R N A Pk f w0 A G # 2 b ek (Transaction-Specific )
e B g (Cumulative ) > A i 40
(- ) # % 2 % B2 (Transaction-Specific)
Oliver (1981 ) A LB/ L Ad - H T2 A4 afFiEr k-
Woodrull (1993) » SR AEE ML AN § f - LR 9,7 > #HA
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(=) *#pe. (Cumulative)
7 ? + Woodside & Daly (1989 ) » Beardden & Teel (1983 ) » Churchill &
Surprenant (1982) Rz BEE AL A- A 7 o A > ¥ I - A
AR B AP Y K AR EES T F iR o Formell (1992)
WEAEE AR A Jfé VLR b AR
FoMAR RS A T R R BlA SRR (Affective) frinir
1237% (Cognitive ) » 4 it 4o F -
(- ) R =% (Affective)
FEBBREFRDF LRIBEBRLARALYFF o7 ARDER -
Westbrook (1980) 7as fEZ s L ehfFg T & » A2 R F LR T4
Al &2 % & ° Oliver (1981) i MAEFR® R ) - Gl - FHi
i Jig o ¥ *h Cadotte & Jenkin (1983) 2 A E B L L- ARk p ) F F 5
% it 4 F fls = Woodruff (1983) &8 #75 da.die i} 3 & ¢ i€ » Wi jeon
FORENHASPREE LA AAL TAEES L PR L
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I
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Westbrook (1980 ) i "AFE M & | ) aFw,{, g s 4 w0 SrgE 1R ch
2 AR RPN - R E ARG 0 T L R R
iﬁ?ﬁ WA SRR A2 - Kotler (1991) 2 F 4p kg
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Y
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lﬂbﬂ 1**}
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Hempel (1977) 325 "REE R R AR | A3 £ 977 h A 8 PRI E eh
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Bk REET AR cE A it RS o Toe (1988) 35 THEE S AR

VAL G E DI Bl oo LEGF BTG o Goodman (1989) #_&
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(Z )4 P2 A4 D o REEMRBI A FLFA I L FERKLEMAD

BE S o Tl LR DEFIIER G A8 R 7k o

PR T g R AT R SRS TR B T e T 0 RGO
E AR ARl o B e A B 20 B R HIRAR S A L AR R 5 Fl R T A
v bk H bR KA L Ol Y RIS RTIRIAF h L Rk R AR E o
FPRAR G F o AT PRt R T AR R )2 F Ak 7 0 2 ¥ 42 5] Parasuraman
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