] X

F—ER - R TAY PO RBFICHT L —EE
— WAL B AR E AR E LT —

Thoughts on Education from a Service Management Perspective
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Abstract : As more people begin to use long-term care services, awareness is growing about the
rights of users and their family members. As a consequence, the demand for improved services is
expected to grow. Knowledge of “service etiquette” will thus be indispensable for welfare facility
workers providing services to address the demands of users and their families. Accordingly, for
this study, I formulated research questions and administered a questionnaire survey to two social
welfare corporations about the kinds of effects service education might have on welfare facility
workers. Analysis of the results revealed that service education was useful for improving the quality
and effectiveness of interpersonal interactions between welfare facility workers and users.
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Q324 HAHHEOEBIIKNT 2 EENEE 72 LR LT TH
AN 40 16 23 1 0 44.79 17915
BiEA 56 17 34 5 0 51.15 2864.5 LS 0203
Q3 25: HBAEFATATHELTVWETH
AN 40 19 20 1 0 42.16 1686.5 8665 o
Bt A 56 15 37 4 0 53.03 2969.5 ' 0.029
Q3_26: HEADHEFHOH THEBHE IIHKICIZoT0E LK FIH
AEAN 40 22 18 0 0 41.25 1650 330 o
Bt A 56 19 31 6 0 53.68 3006 0.015
Q3 27 SHICHBIZOVWTHN-VEBWETH
AEN 39 15 22 2 0 40 1560 730
BitA 58 10 35 10 3 55.05 3193 0.003
Q3 28 : # YR LEBICOVWTHUT-WERWTETH
AN 39 13 23 3 0 4153 16195 8395 A
BiEA 58 11 32 12 3 54.03 31335 ' 0.016

*p< 01, ™ p<l.05 *p<l.




3.2 EBHBICHIZIEERZTMLE (ABLEEHEOU
1%7E)

AENE BIEANOEBEE Z#% (M) Zi#lko
# (Q3) IZ2oWnT, 2HOME/ ST A—FIZHT S
J U85 X M)y 7 Mg TdH BHMann-Whitney ® U
SR, AT O MEE R &) A E R
FELC, WEtUE = WL A BER A L7 (R
15, #16),

AFEANEBEAOE#RTIQ3_4:HnED+
—SORPFELFTF L LR o7 (p< 05) ],
BLOIQ3_10: hEIIREDITD LI I o7
(p< .05) | DHERWEEZR LI (15),

BEEAIL [HE ) %] 2% v, BN, BEEAR
R N — 2 (GEH90%), AR (¥ 3 —
AT 4) GERLI0%), TAY—E¥Rtr¥— (EH
30%) LR UEMHNIZ3DDFHEEITR->TWDLEA
ThoHN, FIFENEEENR—-LTIEEETOZ
Ia=r =2 a v BHEETH L ENEEOEBNFIHH
BENWZETHSH. ABENIERBISHD I V—T
F—a 3k E ERBAADTA— ALy —1
i DEANTHY, PABHITH L, FIV—TH— A4
BHBHHVEORWERE L, HVnED+—FO5
PUIPWERLERTH Y, MRE L THiEE LT3R
725

Q3. 4H»5Q3. 230HEMIZOVTIE, HBHE
R TRFERTERVE V) ERIEN, HBHE
U TRIEFE TR EPFEITREN, T
a2z —varvEWR) =5 —y T, I—F v
TEAN, @ ERTWRSEEO ) L, MERED A
PVETHDHENVZ B,

4. EE

AWFZE T [HE ki - FEINCEH T 2 A
e 5T, HBHBFIEDL RMERHLOHN] &
WA N —F 7T AF 3 VI LT, BHRHZE L
T, ME7 v r— 24757

VY —F 7 T AF 3 21T 5 HEERSE TR 2
HHTH %,

1. AR EICE > TEBHBFTIIANN (&
) om ik ro,
2. AIa=Hr—3 g YREHO EICETD,

1ZOoWTRBEE 7T v 77— FTEWRIENE R
7oo MHOKEARTHL [Q3_1 : HOMLHHEMBWIC

HWEDTLEIITho] [Q3_3:EHTH
WEDT B LI h-7], [Q3_5 FIAHSAL
OOSALAW T, FhriF$5L910%ho72]
[Q3_12: TVAWVARFTEEVEZLETSL LI
72), BEOEMTLEH XD EZERI00% OR)H A
otz (K11, #£13). Mtk EIC & > THBAH
FIZAMD (B ombickirioz eafigsh
5o

2122w T, FIHFISHS 2550 & B R o3
T % A L 723 BC & ) MREE &2 47 5 720 FUHEISH S
DML LTIE, [Q3_4 1 HnED2+—FOEMT
RLHBTDE LI Hho72], [Q3_8 1 ILLWVIFTD
Woieh & LABECHRAZICE TSI LN TES L
I o72], TQ3_9 A7) BfEIC D W TR
Ned 2000 d5L)Ilho7] REDKMT
Hbo F7-WMERN ORI E LTI [Q3_15: KH
FAEDFEEZPTFHAEHESTEL LI IR
%51, 1Q3_16: WERtOF—2T7—=22RL o
LA [Q3_17: BRI LAY L Yt
FWMIC R o7z LKL 5], BEDORMTH S, HF
MERPWARtOII 2= —Y 3 v FEELTHA
DHGEANEH TE B LW L7225, 250 ANORE
T —hOHKIESOEDH Y, SHOHFATIE
BBEEOMREEVOSPICT LI ENTE LD o7

INFTOHARDH—E R, =27 NIHEDIw
TH—IS, A¥—=F 71 =12, #HFLTHHEDD
RPMET A Z PR SINTE 2z, BB LML D
AN %) B3, RISk 2 0 505 % 4 S
HTWL Z X DGR LI EELHET
HHZEDPRBENG, TNUHhLRDLNT VLY —
CALEBEMN (THHE KK —AOEDIZHED
w7, FA—F—RA AL FO¥—E A (FAEY )T 4D
HHY—CR) THb, bIVELOOEERS V&
LTOMED I I 224 —3 3 VRENIN EIZIZEAFED
BBEBFOATEHIETETV ARV L HH LI
%o 720 fRALHERE I B 10 O A EE KRR OREEH
20N b,

SEXM

B @)L [EABE CPR7ER) B - [H]
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