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The Factor of Complaint about Services of Long-Term Care Insurance

Motoyasu OYABU

Abstract : In Japan, care services for the elderly is insured on a contractual basis by the Long-term Care

Insurance. However, when problems arise between care facilities or companies of care services and their

patrons and their families, the complainants find it difficult to raise their concerns and to file complaints.

The Association of National Health Insurance is one of the contact points of the complaints about Long-

term Care Insurance. This paper outlines three areas of complaints that are raised against the Long-term

Care Insurance by the elderly and their families. They include the following:

1) Complaints about the nursing-care insurance system

2) Complaints about care services

3) Complaints about care workers

Furthermore, this paper explores the major factors that underlie the systemic problems and complaints.

They include:

1) Insufficient explanation by care facilities, care service companies, or care manages.

2) A lack of communication between facilities, care companies, care managers, and patrons and their fami
lies.

3) A mismatch between the expectations for care among patrons and their families and the actual care
that is provided.

4) Inadequate correspondence by staff members of care facilities in the event of accidents.
This paper concludes that it is imperative that uneasiness and uncertain points of the elderly and their
families are addressed in order to reduce the level of complaints about care facilities and care services.

Keywords : Long-Term Care Insurance, Care Services, Complaint, Association of National Health Insurance



