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Abstract

This study isto analyze complaints made by users of long-term care insurance service or their families
regarding the services they receive. In this report, we take five case studies of home-visit service.

Each case study was sorted into:

(1) contents of complaints,

(2) results of surveys carried out by complaint processing organizations,

(3) advice provided by the complaint processing organizations to service providers, and

(4) discussed the case based on the three items above.
The discussion was carried out from the viewpoints of complaint resolution and improvement of
service quality aswell as the characteristics of the complaints.

ugobogoobooodgboboobbuoaobboaobbooboooa

Key words[] complaints, long-term care insurance service, home-visit service, case study.



I00ooo0o

obobobobooboooMmoobobobonog
gbobuogboobouooobooobooobooooboog
gbobuogboobouooobooobooobooooboog
gbobuogboobouooobooobooobooooboog
gbobogoboooboooboooboooobog
gbobogoboooboooboooboooobog
gbobogoboooboooboooboooobog
ggoboboooboooboobobobobDbo
gboooogo

gobooobooobooobboobboobn
goboooboooboooboooboooboo
goboooboooboooboooboooboo
goboooboooboooboooboooboo
goboooboooboooboooboooboo
ggoboooooooboobobobobboobDbo
gooo

gobooobooobooobboobboobn
goboooboooboooboooboooboo
goboooboooboooboooboooboo
gobooon

I00ooo

gbooggno
uobogobooooboooobboabboaboo
gbobuogboobouooobooobooobooooboog
gbobuogboobouooobooobooobooooboog
gbobogoboooboooboooboooobog
gbobogoboooboooboooboooobog
goboooboooboooobobogo
gobooobooobooobboobboobn
gobooboboooboooboooboooboo
gobooobooobooobooobooon
gbobobobooomuoooooobomoooo
goboooboooboooboooboooboo
goboooboooboooboooboooboo
goboooboooboooboooboooboo
goo
gobooobooobooobboobboobo
goboooboooboooboooboooboo
gooog
gobooobooobooobboobboobn
goboooboooboooboooboooboo
goboooboooboooboooboooboo
goboooboooboooboooboooboo
ggoobobooobooobooboboboobbo

goboooobobooobooboobooooboo
gobobooobooobooon

gogoogooo

ggobooboooobbooobooobooooboo
goboboooboooboooboooboooobo
ggo

goDoo0oooooo

00000000000000oo@UOoOOooon
00@Ui0000o0000000000ooooooon
0000000000 00000D0000000®00
0000000000 0000D0D0000000000
0000000000 000000D00000O0D

0000000000000 D0D000000DO000
0000000000000 0D0D00000D0oo
000000000000@OI000000oo®@on
0000000000000 0D0D00000D0oo
ooDoooooo

gooogooo
gobooobooobooobooobooooo
goobooobooobooobooobooooo
goobooobooobooobooobooooo
gobobogobooooooobooboboboboobon
gboobAO0ODODODOOOOO0OOO0ODbODO

moooooooo

ooo O

(1) O0DOo0OOooOooo

oooooo
000000000MO00000000000000

0000000000000000000000000

0000000O00o0ooOo

oooooo

(1) 0000000000000 0000000000
000000000000000000000000
oooooo

(2) DODOO0OOO0OODOO0O0OOODOOOOOOOO0O00
ooo

(3) D000DO0O0O0O0O0O00O0D0O0O0DO0O00O0O0

ooooooo

(1) 0000000000000 0000000000
000000000000000000000000
000000000000000000000000
0000000000000000000000

(2) DODOOOO0OODOOOOOODOOODOOOOO0O00

2



ggboodobboabobooobooobooon
ggboodobboabobooobooobooon
ggboboaooooooo

(2) ODDOOODOOO
oooooo
000000000000000000000000
oooo
oooooo
() 000000000000 0000000000
000000000000000000000000
0o0o0oo0oo0oooon
(2) DO0ODOOODOOO0ODOOODOOOOOOOOO00OO0
000000000000000000000000
oooooooo
(3) DO00DO0DO0ODO0O0D0O0O0D0O0O0D0O0O0D0O0000
000000000000000000000000
ooooo
(4) D0DO00D0O0000O000000000000
(5) D00DO0DO0D0DO0MOO0OD0O0OO0D0O0OO0D0O0OO0O0O0O0
000000000000000000000000
0oo000000o0o0oogo
0000000MO0O0000000000000
000000000000000000000000
goooooooon
() DOODDODOOOOOOOO
O 0000000000000000000000
00000000000000000000000
oooooo
@ 0D000000000000000000000
00000000000000000000
® 0000000000000000000000
goooooooo
(77 0000000000 0000000000000
000000000000000000000000
0oo00000O0o0o0ooooo
goooooo
() 0000000000000 0000000000
00o0000000000oO0oon
(2) DOOODOOOODOOODOOOOOOOOOOO0OO0O0
gooo00o0oooon
(3) DO00OD0DO0DO0ODOO0O0D0O0O0OD0OO0O0OD0OO0O0O0O000O0
000000000000000000000000
goooo
(4) DO00D0DO0O00DO0O0D0DOO0OO0O0ODODOOO0O0
000000000000000000000000
00000000000000

(3) DODDODDOOODO
gbooogo
gbobobgooboooooboobobobobooo
gboobobobobooooooooboobobon
gboobobobobooooooooboobobon
gboobobobobooooooooboobobon
gooo
gbooogo
(1) O000D0000000000000000000
gbobobgooboooooboobobobobooo
goooOoOboOo0Oo0oooooooooboboooogg
ogboogoboooo
gbobobooboobooobooboboobobon
gooboobooboobooooooobboboboooogo
gboooooboobooooooobbobobooogo
oo
(2) DOOD0DOOODOOOODOOOOOOOOOOOOOO0
gooboobboboooooooooobbooogg
gogo
gobobobooboboooboomoboobobon
gbobobgooooooboobobobobooo
obobobomobooboooooooboomooo
oboobobogoooooooon
(3) D000DODO0ODOO0ODOODOOODOOODOOOO
oooboogo
(4) DO0O0OOO0O0DOO0ODOOOOOOOOOOOO0OOO0
gboboboooooooboboboboboooo
ogboboboooooooboboboboboooo
oooboobbobOooooooobooboboooogg
oogo
goobobo
() OO000D00000000000O0O0O0O0O0000
ogboboboooooooboboboboboooo
ogboboboooooooboboboboboooo
oboboboooooooboboboboooboooo
oogd
gobobobooboooooooboboobooboon
obobobooooooobobobobooboooo
ooobooboOoOo0oobooboboboboooogo
oboooooooooooobboboooogo
oo
gobobooboobooooobooboboobooboo
gobooooooooooobboboooogo
oboboboooooobobobobooboooo
oboboboooooobobobobooboooo
oooboobbobooooooooboboboooogo
oboboboooooooboboboboooboooo
obobobobooboooooooo



(2) DODODODOODOODOODO0OOOOOOOOOOOO
uobogobooooboooobboabboaboo
ubobooooboooabobaoan
ggboogboboobboaobbooboboan
uoboooobooooboooobboobboaboo
gboooan
gobooobboobboobbooboboon
gobooobooobooobboobboobn
gobooobooobooobboobboobn
gobooobooobooobboobboobn
gobooobooobooobboobboobo
gobooobooobooobboobboobo
gobooobooobooobboobboobo
(3) DODODDODO0OODODO0OO0OOOOOOOOOO
gobooobooobooobboobboobo
gobooobooobooobboobboobo
gobooobooobooobboobboobo
gobooobooobooobboobboobn
gobooobooobooobboobboobn
ggooboooooooboobobbobbon
gooooobooobooooo
goboooboboobboobbooobooboon
gobooobooobooobboobobooboo
gobooobooobooobboobobooboo
uo
(4) DODO0DDOODO0OO0O0OO0O0O0OO0OO0OOO0OO0O0OO0000
gobooobooobooobboobobooboo
gobooobooooboboobboooboog
goboooboboobboobboooboboon
gobooobooobooobboobobooboo
gobooobooobooobboobobooboo
gobooobooobooobboobobooboo
gooogo

(4) 00DOOOOOooOooO

oooooo
000000000000000000000000
000000000000 0000000000000
000000000000 0000000000000
000000000000 0000000000000
000000000000 000D00O000O00O00
000000000000000000000000
00000000O0o0o0ooo

oooooo

() DO00DO0O0DO0O0D0O00D0O0000000000
000000000000000000000000
000000000000000000000000
000000000000000000000000

gboboobobooboooooo
(2) DOOD0DODO0OOOOOOOOOOODOOOOOO0
gbobobobobooboooooooobobobo
gbobobobobooboooooooobobobo
gbobobobobooboooooooobobobo
gbobobobobooboooooooobobobo
gooobgo
(3) DO00D0DDO0O0D0OO0ODOO0DOOOODOOODOOO
gbobobobobooboooooooobobobo
gboboboboboobooooooobobobo
oboooobo
(4) 0000000000000 O0OOOO0ODOOOO0OO0
oooon
goooooo
(1) 000000000000 00OO00DOO0O0000
gbobobobobooboooooobobobo
gbobobobobooboooooobobobo
oboboboboboooooooo
gboobobobobobooobooooooooboon
gbobobobobooboooooobobobo
gbobobobobooboooooobobobo
googo
(2) DODODODODODOOOOOOOOOOOOOOO0OO0
gbobobobobobooooooobobobo
gboboboboboobooooooobobobo
gboboboboboobooooooobobobo
oboobooboboboobogo
gbooboboboobooooooooboooboon
gbobobobobobooooooobobobo
gbobooboboboboboooooooooo
(3) DO00DDODO0ODOO0ODOOOOOOODOOOOOO
gbobobobobobooooooobobobo
gbobobobobobooooooobobobo
ooobooboboDbo
(4) 00DO00O0OOO0OODOO0ODOO0OO0O0O0OO0OO0OO0O0OO00O0
oboboboboboobooooooobobobo
oboboboboboboooooboobobobo
oboboboboboooooooboobobobo
oboboboboboooooooboobobobo
ooooObobOooOooOoOoOooobobobbooooo
obobobobobooboooooboobobobo
obobobobobooboooooboobobobo
obooboobo
(5) DO00D0O0O0ODDOODODUDODDODOOODDODDOODOO
obobobobobooboooooboobobobo
obobobobobooboooooboobobobo
obobobobobooooooobooboboobo
oooon

—4—



(5) 00000000 OOOOOOOO

oooooo
000000000000000000000000
0000000000000000000000000
0000000000000000000000000
0000000000000000000000000
0000000000000000000000000
0000000000000000000000000
0000000000000000000000000
00000000000000000000M™
oooooo

() 0000000000000 0000000000
000000000000000000000000
000000000000000000000000
00000000000000000

(2) DO0ODOODOOO0ODOOODOOOOOOOOO00OO0
000000000000000000000000
oooooooon

(3) 0000000000000 00000D00000
000000000000000000000000
000000000000000000000000
000000000000000000000000
000000000000000000000000
000000000000000000000000
goooooooon

(4) 0000000000 0000000000000
000000000000000000000000
0000000000000000000000

(5) 0000000000000 O000000000
ooooooo

(1) O0D000000000000000000000
00000000000000000D00MmMmOO00
000000000000000000000000
0000000000000000000000

(2) DO0OODOOOOOOOOOOOOO0OOO0O0O0
000000000000000000000000
000000000000000000000000
gooooooo

(3) DO00ODOO0ODOO0O0DOO0O0OD0OO0O0OO0OO0O0O0O0O00O0
000000000000000000000000
000000000000000000000000
00000000000000000000000
000000000000000000000000
000000000000000000000000
000000000000000000000000
00000000000

gogd 0O
() ooooooooo
gbobobgooboooooboobobobobooo
gboobobobobooooooooboobobon
gooobooooooooboboboooooooon
gboobobobobooooooooboobobon
gbooboboboooon
gbobobgooboooooboobobobobooo
gboobobobobooooooooboobobon
gboooboooboooobbDbbobbo™mo
oboooOoooomobooooobooooon
gbooboboboboooooooobooboboon
gbobobobobooooooobobobobon
gboobobobooon
gboboboooooobobobobobooo
gbooboboboboooooooobobobon
goooObboooobooobobbooogooooon
gbooboboboboooooooobobobon
gbooboboboboooooooobobobon
gbooboboboboooooooobobobon
goobobobobg
gbobobooooooboobobobobooo
gboobobobobooooooobooboobobon
gboobobobobooooooobooboobobon
gboobobobobooooooobooboboboo
gooobboOooooooboobooOooogooooooon
gboobobobobooooooobooboboboo
gbobobobobooooooobooboboboo
goooo

(2) DooOOOOOODO

ogbobobogooooooboobobobooboooo
gbobobobobooooooobooboboboo
gbobobobobooooooobooboboboo
oo

oboboboooooooboobobgoboooboooo
gbobobobOoboooooooboobobooboo
oboboboboobooooooobobobooboo
gboboboboooooooo

obobobooooooobooboboboooboooo
gbobobobooboooooooboobobooboo
gbobobobooboooooooboobobooboo
gbobobobooboooooooboobobooboo
gbobobobooboooooooboobobooboo
gbobobobooboooooooboobobooboo
gbobobobooboooooooboobobooboo
goooObObOO0O00ooooooboooooooooo
oo

— 5



uobogobooooboooobboabboaboo
gbobuogboobouooobooobooobooooboog
gbobuogboobouooobooobooobooooboog
gbobobom@mobmoooboboboboooo
gbobogoboooboooboooboooobog
gbobogoboooboooboooboooobog
goboooood

(3) DOoOooOooooo
000000000000000000000000
0000000000000000000000000
00000000000000000000
000000000000000000000000
0000000000000000000000000
0000000000000000000000000
0000000000000000000000000
0000000000000000000000000
0000000000000000000000000
0000000000000000000000000
000000000000000
000000000000000000000000
00000000000 000000000000
0000000000000000000000000
0000000000000000000000000
00000m@oOo0o00onooonooooooonag
0000000000000000000000000
00000000M@®00000000000000
0000000000000000000000000
0o0o0oo00ooOooon
000000000000000000000000
0000000000000000000000000
0000000000000000000000000
000000000o0o0ooooo

(4) 00DO0OOOOoOooO
000000000000000000000000
000000000000 0000000000000
0000000000000000000
000000000000000000000000
000000000000 0000000000000
000000000000 0000000000000
000000000000 0000000000000
0000000000000000000000000
0000000000000000000000000
0000000000000000000000000
0000000000000000000000000
00000000000000000
000000000000000000000000

gobobogobooooooobooboboboboobon
gobobogobooooooobooboboboboobon
gobobgoboooooooboobobobobooboon
gobobgoboooooooboobobobobooboon
gooogoo
gbobobobobooboooooooobobobo
gobobgoboooooooboobobobobooboon
gobobgoboooooooboobobobobooboon
goobogooooooooboobo

(5) DOO0DODODOO0ODOO0OO0OO0OO
gboboboboboboooooooobobobo
gobobgoboooooooboboboboboonoon
gobobgoboooooooboboboboboonoon
goobogogo
gbobobobobooboooooobobobo
gobobgoboooooooboboboboboonoon
gobobgoboooooooboboboboboonoon
gobobgoboooooooboboboboboonoon
gobobgoboooooooboboboboboonoon
gobobgoboooooooboboboboboonoon
gooo
gbobobobobobooooooobobobo
gboboobooooooobobobobobooon
gbobooboooooooboobobobobooon
gbobooboooooooboobobobobooon
gbobooboooooooboobobobobooon
gooogd
gbobobobobobooooooobobobo
goboboooooooooboobobobobooon
goboboooooooooboobobobobooon
goboboooooooooboobobobobooon
goboboooooooooboobobobobooon
goboboooooooooboobobobobooon
gboooooooooobobobobobooooon
goooboobboobbbOOooo0oogoooooon
oo
oboboboboboooooooboobobobo
goboboooooooooboboboboboooon
goboboooooooboobobobobobooon
gboobogoooooooon

(6) DOOOO
0000000000000000000O0O0OOn
Jdd0d0000000ooooooooooooon
Jdd0d0000000ooooooooooooon
J00d000dMoo000o0oooooooooon
Jdd0000000o0oooooooooooon

— 65—



gobooogbooodabboaobbuoaobboaboo
gobooogbooodabboaobbuoaobboaboo
ggboooobboaboobod
ggboodobboabobooobooobooon
ugobooooboooobboobboobobooobooo
ugobooooboooobboobboobobooobooo
ugobooooboooobboobboobobooobooo
gobooooboooobboobboobboobobo
gobooooboooobboobboobboobobo
g
gobbooobbooboboobobooobooon
gobooooboooobboobboobboobobo
gobooooboooobboobboobboobobo
gobooooboooobboobboobboobobo
gobooooboooobboobboobboobobo
gobooooboooobboobboobboobobo
gobooooboooobboobboobboobobo
gobooooboobooboboon
gogboboobbooboboobbooobooon
gobooooboooobboobboobbooboobo
gobooooboooobboobboobboooboobo
gobooooboooobboobboobboooboobo
gobooooboooobboobboobobooboobo
gobooooboooobboobboobobooboobo
gobooooboooobboobboobobooboobo
gobooooboooobboobboobobooboobo
gobooooboooobboobboobobooboobo
gobooooboooobboobboobobooboobo
gobooooboboooon
gogbooboobbooboboobobooobooon
gooooobooooboboobobooboobooboog
gooooobooooboboobobooboobooboog
gooooobobooooboo

gogd

obooboooobbommoooooooon
ggbbuoobobdbboooaboboooooa
ggboobooobooon

obooobooMmmooobbbobooooooon
oobomobooooboooooobboooon
goboboooobooooboobood

oboooooMmmooobbboooooooon
oomoobooobbobboooooooon
g

gobooooboooobboobboobboobobo
oo obobobobobooobon
gopobooooboog



