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[Abstract)

The Ministry of Labor & Welfare in Japan has changed the personal social service
system from the admitted services by local authorities to the services by means of
contracts between consumers and providers, and consumers can select the better
services. Under the new system, consumers can select the better services, consequently
the quality of services is very important. Up to now, there were the service evaluation
system by the professional examiners in nursing home, but it was not good enough to
keep the quality of social welfare services.

The standard of the quality of social welfare service can divide into three levels,
minimum, optimum and maximum level. It is too difficult to think about the optimum
and maximum standard of the quality of social welfare service.

The author wants to propose to set up the assessing consumer satisfaction system in
social welfare institutions. However the consumer satisfaction includes consumer's
subjective judgment. Therefore, it is likely not to relate directly the quality of service
evaluated objectively. Assessing consumer satisfaction sets the frank feelings or
preferred sensations of consumers. However I think this is the only system which

measures a consumer’s affective response to services.
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