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Abstract

This study is to analyze complaints made by users of Long] Term Care Insurance Service or their
family about the services they receive. In this report, we take four case studies of Group home for the
elderly.

Each case study was sorted into:

(1) contents of complaints,

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

(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 as well as characteristics of the complaints.
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