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Abstract

The purpose of this research is to be constructed of a practical model of service
quality management system for customers in order to gain care of accountability for
long term care facilities of senior citizens. For the expectation of the results in this
research to be practically utilized for long term care facilities of senior adults, the
research stands in the viewpoint of pragmatism and is from the position of institutional
administrators and experts. The research cited the practical model of Accountability
Care Organization and the practical approach of ISO 9004: 2009 Managing for the
sustained success of an organization.

Subjects are samples from private long term care facilities for senior adults who
were evaluated by the Ministry of Health Welfare in 2013. First, it collected the
opinions from these evaluators in the long term care facilities with the Delphi technique,
making questionnaires for the structure of service quality management system. Then,
the researcher interviewed and collected data from 22 facilities located in central
Taiwan as selected samples. There were a total of 104 valid questionnaires.

It applied the Analytic Hierarchy Process, Analytic Network Process and statistics
in analyzing data. The research findings were concluded as the following: (1) The
practical model of service quality in management system including 7 dimensions and 20
items. (2)There are practical gaps in reality of facilities and which were evaluated
practical model of service quality in management system. (3)The excellent and better
facilities own more dimensions and items of service quality management system than
good facilities do. (4)There are about 60% practical workers agree that rules of
evaluation are advantage in building service quality management system for private
long term care facilities for senior adults. The researcher also made respective
recommendation for consumer, private long term care facilities for senior adults,

cooperative relations for professional in care market, government and practitioners.

Key Words: Service Quality Management System, Accountability Care Organization,
ISO 9004, Analytic Network Process
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