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The occurrence of an accident and therisk management in the elderly-care service
— From the analysis of complaints on the elderly-care insurance service —
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Abstract

This paper deals with 11 accident cases among the complaints filed regarding the elderly-care service,
and analyzes the situations in which those accidents occurred and led to the complaints, and studies
the risk management development.

The main finding in this study is that there were four aspects that largely affected the accident cases
which developed to complaints: they were “the service based on care management,” “the condition of
the service providing system,” “the quality of staff and business operators’ and “ contacting and report-
ing to the users' families”

Also as to the risk management to prevent accidents, it is important that service providers should be
well aware of accident-prone spotsin their institution beforehand and reflect that information into their
environmental arrangement, staff assignment, care planning, training and manuals.

Lastly, the risk management shall be developed based on the PDCA cycle in its process, and the in-

volvement of users’ families in the discussions will help to make them realize the potentia risks and
understand the service provider’s risk management efforts.
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