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ABSTRACT
With the changes in industrial structure and the improvement of living standards in recent years, the forms of medical services and
care services have prospered, thus the average life span in Taiwan has increased According estimation of population “ between 2012
and 2060” by the Council for Economic Planning and Development, the population of 65 years old and above in 2060 will be 3
times as many as the population in 2011. Senior citizens are able to freely choose a health care service that meets their needs for the
increasing senior chronic diseases. Thus, convenience, reasonable cost and reliable service have become three major care service
demands for senior people to live in a familiar environment, and maintain privacy and dignity. Based on the concept of lean
production, this study conducted a questionnaire survey and applied the Interpretative Phenomenological Analysis (IPA) to find the
key factors of service quality. Six Sigma DMAIC was used to probe into customers’ needs. Meanwhile, improving environmental
health, safety, convenience, and service quality at the same time is the way to maintain the overall efficiency of a care organization.
This research conducted field investigation on long-term care facilities PLTCs) in Changhua County to find out the existing service
quality. Moreover, the SERVQUAL scale developed by Parasuraman et al. (1988) to measure the service quality and identify the
priority of key items for improvement. Based on the results, a Cause and Effect diagram was plotted to analyze the cause and effect,
and propose suggestions for improving service quality and meeting customers’ needs. The analytical results verified that Six Sigma
DMAIC is suitable for enhancing care service quality, and can serve as a reference for LTCs to -v- implementlean production.

Keywords : Lean Production, Six Sigma DMAIC, Cause and Effect Diagram, SERVQUAL Scale, Interpretative Phenomenological
Analysis (IPA).
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