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Abstract

With the development of medical technology, the life span of human beings has been extended
gradually, and the elderly population in countries around the world has also increased every year. In
2018, Taiwan officially entered the aging society. The government implemented Long-Term Care
(LTC) 2.0 in January to improve the deficiencies of LTC 1.0, expanding the scope of services and
projects, and attempting to alleviate the care needs of the aging population. But so far, there are
still insufficient manpower and care needs need to be improved to promote the quality of life and

1


mailto:fkchang@mail.mcu.edu.tw
mailto:sylcien@mail.dyu.edu.tw
mailto:eli@calpoly.edu
mailto:Mainfire41@gmail.com

care. Therefore, this study will take home-care cases under the Taiwan LTC system as the research
object, and conduct a preliminary analysis through literature review to understand the development
and current status of home-care service in Taiwan. The study uses in-depth interviews and field
observation methods to collect data, and describe through interview the Personas of the patient and
the caregiver to define the segmentation and needs. It establishes a care journey map according to
the records of the on-site observations to define the pain points that make both parties feel
dissatisfactory. Finally, a technical solution is presented and drawn into a service blueprint
according to these pain-point needs.

Keywords: home care, customer journey map, service blueprint, touch point, pain point, service
process improvement
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