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Comparison of satisfaction from the perspective of service users using a strategy canvas

Difference from Mean Satisfaction

04

0.2

-0.2

Group

Elderly Care Hospital
-+~ Visiting Care Center
-=- Visiting Nursing Center

9 10 11 12

Strategy element

Eiderly Care Hospital Visiting Care Center

13

14

Visiting Nursing Center

|

To-Be ERRC strategic elements derivation of visiting nursing center

Reduce

Raise

Evaluation of the customer's health status

Development and application of standard
examination training guidelines

Respect for customer rights

Medication management education from the
customer's point of view

Improving the customer's health management
ability

Appropriate use of and linkage to community
resources

Maintain high customer satisfaction

An increase in the number of cases of
kindness

Prompt handling of customer complaints

(Figure 2) Summary of research
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(Table 2) Classification of Visiting Nursing Center Strategy Elements based on Kano's Three-Factor Theory

Strategy elements

Low satisfaction

High satisfaction

Three—factor

B () B t(o) Attractive One-dimentional Expected
1. Medication management education from the customer's point of view 2.37 0.72(.236) 6.86 2.87(.003) *
2. Involvemet in the care plan 354 1.20(.118) 0.40 0.17(.434)
3. Evaluation of the customer's health status 541 1.36(.090) 2.62 0.83(.206) *
4. Improving the customer’s health management ability -2.72 -0.73(.234) -4.55 -1.76(.042) *
5. Staff training -0.96 -0.24(.405) -1.82 -0.78(.221)
6. Complications and symptom management -2.05 -0.51(.307) -0.44 -0.15(.440)
7. Development and application of standard examination training guidelines -6.54 -2.18(.017) 2.02 1.15(.128) *
8. Diet and nutrition management -0.79 -0.25(.402) -2.60 -1.25(.108)
9. Appropriate use of and linkage to community resources 226 0.77(223) 3.86 1.89(.032) *
10. Provide emotional support -1.74 -0.60(.277) 1.24 0.46(.325)
11. Provide customer-oriented counseling 227 0.47(.320) 035 0.11(.456)
12. Respect for customer rights 5.88 1.93(.030) 4.15 1.14(.131) *
13. Maintain high customer satisfaction -4.45 -1.05(.149) -5.69 -1.69(.049) *
14. An increase the number of cases of kindness 2.68 0.85(.201) -4.75 -1.54(.065) *
15. Prompt handling of customer complaints 3.75 0.91(.183) 5.34 1.86(.034) *
16. Development of nursing standard guidelines -1.21 -0.37(.355) -2.04 -0.86(.197)
17. Care customer-oriented continuous service development 3.86 0.93(.179) -1.98 -0.82(.209)
18. Sufficient communication with the customer and family -0.51 -0.15(.441) 0.10 0.04(.484)
19. Retention of competent nurses -2.22 -0.56(.289) 10.31 2.67(.005)
20. Improving the working environment for employees 7.61 2.74(.004) 4.12 1.95(.029) *

*10% significance level (one-tail test)
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(Table 3) Derivation of Visiting Nursing Center ERRC Strategy Comparing As-Is and To-Be

Reduce

Raise

As-ls To—Be

As-ls To-Be

Evaluation of the customer's health
status

An increase the number
of cases of kindness

Development and application of
standard examination training

Respect for customer rights

Retention of competent

Medication management education from
the customer's point of view

Improving the customer's health
management ability

Appropriate use of and linkage to
community resources

guidelines fUISes Maintain high customer satisfaction
Respect for customer rights An increase the number of cases of
kindness
Prompt handling of customer complaints
Eliminate Create
As-Is To-Be As-ls To-Be

Development and
application of standard
examination training
guidelines

Appropriate use of and
linkage to community
resources

Improving the customer's
health management ability
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(Appendix 1) Interpretation of Kano's three—factor theory and competitive position matrix

mpetitiv ition
Kano's three—factor Competiive postte Worse Equal Better
Attractive Create Raise Raise
One-dimentional Raise Raise or reduce Reduce
Expected Raise or eliminate Raise or reduce Reduce

{Appendix 2) Comparing among IPA matrix of three services
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{Appendix 3) Derivation of IPA-based As-Is ERRC strategy

Reduce Raise
R t fi ights(1)(2
An increase the number of cases of kindness (1)(3) espec . or customer rights(1)(2)(3)
S . . Retention competent nurses(1)(2)
Maintain high customer satisfaction(3) . . . .
. . Sufficient communication with the customer and family(2)
Prompt handling of customer complaints(3) .
Complications and symptom management(3)
Eliminate Create
o L . I ing th i 's health t ability(1
Development and application of standard examination training Hproving e Customers fealth managemen ability(1)
idelines(1)(2)(3) Care customer-oriented continuous service development(2)
Appropriate use of andgiilinlfa eesto community resources(1)(2)(3) Provide emotional support(3)
PProp g vy Provide customer-oriented counseling(3)

(1) Visiting nursing center, (2) Visiting care center, (3) Elderly care hospital
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Development of a Blue Ocean Strategy Enhancing Management
Efficiencies of Long-term Care Visiting Nursing Centers’

Lim, Ji Young" - Kim, Juhang® - Kim, Yeseo® - Kim, Sungjun®

1) Professor, Department of Nursing, Inha University
2) Professor, Department of Nursing, Seojeong University
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Purpose: This study aimed to present Blue Ocean strategies by deriving the strategic elements of a visiting nursing
center and conducting a survey on the importance and satisfaction of care clients. Methods: First, a FGI was
conducted targeting the head of the visiting nursing center to derive its strategic elements. Subsequently, importance
and satisfaction surveys on the derived strategy elements were analyzed, an IPA matrix was derived, and an as-is
ERRC Blue Ocean strategy was established. Kano's Three-Factor Theory was used to derive a competitive position
matrix and establish a to-be ERRC Blue Ocean strategy. The Blue Ocean Strategy for Visiting Nursing Center
Management is presented in this study. Results: Four as raise factors were derived from combining the results of the
as-is, to-be ERRC strategy element analysis: retention of competent nurses, education in medication management,
maintenance of high customer satisfaction, and prompt handling of customer complaints. Additionally, the customer's
health condition evaluation was derived. Conclusion: Blue Ocean Strategies can be used to analyze, derive, and
establish management strategies in various nursing-related entrepreneurship fields.
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