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The Late Arrival of "Service in Healthcare"
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This paper first discusses about 1995 Annual Report on Health
and Welfare, which shows the healthcare publicly acknowledges
as "service". According to the report, about 60 percent of Japanese
has described that "healthcare was service business" and already
been on the growing phase in the service business. Secondary, the
discussion proceeds to the essential qualities and characteristics of
service. It mentions about the intangible properties, emphasis on
"Moments of Truth", simultaneity of production and consumption,
and joint production with clients, by applying the concept of service
to the healthcare. Finally the paper discusses about the innovation in
healthcare service based on the social driving force and emphasizes
the renovation of customer relationships.
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