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ABSTRACT

In recent years、the average life extend and the elderly population increase by medical advances and rising living standards.

Long-term care plays an important role on our health care system. Therefore、it is an imperative subject to ensure the professional

and service quality in the long-term care institution. This study aims at the service quality and the factors of impact on upgrading the

service quality of nursing homes from different perspectives. We hope this study will be helpful for the management of organization.

This study is divided into three phases. The first phase: using Kano Two-Dimensional Model distinguishes the quality elements and

weight. The results show that among the 26 quality elements、16 of them are one-dimensional quality、7 of them are must-be

quality、3 of them are indifferent quality、and none of them are attractive quality or reverse quality. The second phase: using

Quality Attribute Ranking ranks the order of precedent improvement and standardized weight. The third phase: using Kano

Two-Dimensional Model and standardized weight find out the bases of improvement. Cmbining Quality Function Deployment with

Grey Relational Analysis figures out the important impact on operating procedures of service quality. The results show that from the

others related to the ash Analysis、the top five ranks of 21 technology needs of the project in nursing homes are educational

training,professional capability、understanding of the patient、communication skills、and crisis management abilities. From the

another related to the ash Analysis、the top five ranks are educationaltraining、professional capability、communication skills

、understanding of the patient、and crisis management abilities. Therefore、the directors of nursing homes should consider the

sequencing of this importance before service design and operations management.
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