& PZB 2 TRIZ #7342 iEE 7B E
Z_PRAZE|FT

FoyoA R e
B T L
hiE L

PE R -00 & & 8



Integrating PZB model and TRIZ for service innovation of
Tele-homecare

By
Chien-Ju Liu

Advisor: Dr. Jen-Teng Tsai
Dr. Chuang-Chun Chiou

A Thesis

Submitted to the Institute of Industrial Engineering and Enterprise
Information at Tunghai University

in Partial Fulfillment of the Requirements
for the Degree of Master of Science
in
Industrial Engineering and Enterprise Information

May 2011
Taichung , Taiwan , Republic of China



5 & PZB & TRIZ F3HiR R FRREZ FRIFLIAT

g3 e SRR B L
mpg L

F2

REF A TR R A RA B R AR R RE DT Rp AR A F
ié%vfi#ii;’i??—? fL %ggg‘ B BT 5 AT GEE S A ok B REIRIE > FMREE
REQ > ZBEXREF T FOLL RT3 PRAEA M- 7 0 R |3 MBS
Fm SR LR L ORAFIRTY > )7 g A TROHEE NI REEE
?’%¢uﬁ%? £ )i S

BEER FRE AT E R P RASPATEAR S o BT j\kzﬁfi‘iﬁ Se o F i ATEAR
Bant € o e b SBE AR E > RER AT RIS J:JLF%”\ ° E ol (7T
E3 fsri%”ﬁﬁvmi«&bﬁ}%ﬁ@imzww”% v & 'Fm%ﬂ%t&ﬁ ¥ w-rFEF
TTT\;{FXSF?L“JT‘?FM@}‘QL’ I"E_’k‘ﬁ'?{%]’m 7 % B AE*F?%‘? gl‘f\y{"‘ffu,ﬁ%g]‘m L T
B @ A iff&ﬁ?rrﬂ%g Fgl‘m‘l BRREBIE s £ R L BIEREATREIRIFEFTH
FHE™ E P o W E T E PRI

AR ARRIERE RREA TRV AR T AF TR E R F ek R AT
ST nAg e F ko AT F rLIRFRER (Service Blueprint) 4. 5jﬁ&ﬁ B 2 PRIFEE
G4 LB P Y PZB B T NS IR ¢ 25 B
3L (TRIZ) WRIAIFTER] > A 47— AIFT> FREBRFFT5 54 kg o 12
AT F P w2 FFEA FREZ JRIAIE P B F 4 Ei’% I3@~A T E TRIZ
TIE2 RIRTH % 0 RBRIER TREA F - BAIATL A (TRl hgd S 4

Mz # | BIEE FRRE - FRB-EH -~ PZB Model ~ TRIZ



Integrating PZB Model and TRIZ for Service Innovation of
Tele-homecare

Student: Chien-Ju Liu Advisor: Dr. Ten-Teng Tsai
Dr. Chuang-Chun Chiou

Department of Industrial Engineering and Enterprise Information
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ABSTRACT

Nowadays aging population is a global phenomenon, increasing costs of healthcare and
shortage of healthcare providers will soon become a crucial issue all over the world.
Past patterns of care by using family members who give up their current job position to
provide non-professional care. This situation not only causes a mismatch of human resources,
but also cannot guarantee quality care service.

In recent years, tele-homecare is an emerging trend. The proportion of tele-homecare,
the elderly problem is serious in Taiwan. The Executive Yuan Department of Health proposed
“Telecare Service Development Project” including Wang Fang Hospital, Changhua Christian
Hospital, Kaohsiung Medical University  Hospital and Mennonite  Christian
Hospital four care teams. Each team member will develop local condition of service type
with innovation technology application project.

Current tele-homecare industry is not yet mature. Therefore, the main objective of this
research is to survey all processes based on user’s perspectives. First, the research use
service blueprint depicts the tele-homecare service delivery process, and then through
the literature and practitioners ’° interviews to construct PZB service quality gap model, and
then combined TRIZ theory, analysis of an innovative program available to planning as
a reference. Finally, the research found that the current practice of the tele-homecare service
needs tobe modified. This research suggests and provides a tele-homecare industry
an innovative thinking, continuous improvement as a reference for policy.

Keyword: Tele-Homecare, Service Blueprint, PZB Model, TRIZ
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2.3.1 PR7% & B](Servic Blueprint)
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23R B AIRIAE R ARG R EATRP AN G Y o Y P IR
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