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Postgraduate Certificate in Lean Six Sigma for Care Home Improvement

Defining Customer Requirements in Care Homes

Customer requirements in care homes are essential for providing high-quality care services that meet the
needs and expectations of residents and their families. Understanding and defining these requirements is a
crucial step in improving care home operations and ensuring resident satisfaction. In the Postgraduate
Certificate in Lean Six Sigma for Care Home Improvement, participants learn how to identify, analyze, and
prioritize customer requirements to drive continuous improvement and enhance the overall care home
experience.

**Key Terms and Vocabulary:**

1. **Customer Requirements:** Customer requirements refer to the needs, expectations, and preferences of
residents, their families, and other stakeholders in a care home setting. These requirements are essential for
delivering personalized care services that meet the unique needs of each individual.

2. **Voice of the Customer (VOC):** The voice of the customer is the process of capturing, analyzing, and
prioritizing customer requirements to understand their needs and expectations. VOC techniques, such as
surveys, interviews, and focus groups, help care homes gather feedback directly from residents and families.

3. **Critical to Quality (CTQ):** Critical to quality parameters are the key characteristics of care services that
directly impact resident satisfaction and quality outcomes. Identifying CTQs helps care homes focus on
improving the most critical aspects of care delivery.

4. **Kano Model:** The Kano model is a framework for categorizing customer requirements based on their
impact on customer satisfaction. It classifies requirements into three categories: basic (expected),
performance (desired), and excitement (unexpected) to prioritize improvements based on customer
preferences.

5. **Quality Function Deployment (QFD):** Quality function deployment is a structured approach for
translating customer requirements into specific design and operational features. QFD helps care homes
align their processes and services with customer needs to improve overall satisfaction.

6. **Service Blueprint:** A service blueprint is a visual representation of the customer journey and service
delivery process in a care home. It helps identify touchpoints, interactions, and opportunities for
improvement to enhance the overall care experience.

7. **Customer Segmentation:** Customer segmentation involves categorizing residents and families into
distinct groups based on their needs, preferences, and characteristics. Segmentation helps care homes tailor
services and communication strategies to meet the diverse needs of different customer segments.

8. **Value Stream Mapping (VSM):** Value stream mapping is a lean tool for visualizing and analyzing the
flow of materials, information, and activities in care home processes. VSM helps identify waste, bottlenecks,
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and opportunities for streamlining operations to improve efficiency and quality.

9. **Kaizen:** Kaizen is a continuous improvement philosophy that focuses on making small, incremental
changes to processes and systems. Care homes use Kaizen principles to engage staff, empower frontline
workers, and drive continuous improvement in care delivery.

10. **Root Cause Analysis:** Root cause analysis is a problem-solving technique that helps care homes
identify the underlying causes of issues or defects in care services. By addressing root causes, care homes
can implement sustainable solutions to prevent recurring problems.

**Practical Applications:**

1. **Scenario:** A care home receives feedback from residents and families about long wait times for
medication administration. Using the voice of the customer, the care home identifies timely medication
delivery as a critical requirement (CTQ) for resident satisfaction.

2. **Action:** The care home implements a service blueprint to map the medication administration process,
identify bottlenecks, and streamline workflows. Through value stream mapping, the care home identifies
opportunities to reduce wait times and improve medication delivery efficiency.

3. **Outcome:** By addressing the root causes of delays in medication administration, the care home
improves resident satisfaction, reduces medication errors, and enhances the overall quality of care services.
Continuous improvement efforts based on customer requirements lead to better outcomes for residents
and families.

**Challenges:**

1. **Changing Customer Needs:** Care homes must adapt to changing customer needs and preferences,
which may require ongoing data collection, analysis, and adjustment of care services to meet evolving
requirements.

2. **Balancing Stakeholder Expectations:** Care homes must balance the diverse expectations of residents,
families, staff, regulators, and other stakeholders to deliver high-quality care services that meet regulatory
standards and resident preferences.

3. **Resource Constraints:** Limited resources, such as staffing, funding, and technology, can pose
challenges for care homes in meeting customer requirements and implementing continuous improvement
initiatives to enhance care quality.

4. **Resistance to Change:** Staff resistance to change and lack of buy-in for improvement initiatives can
hinder efforts to define and address customer requirements effectively. Care homes must engage staff,
provide training, and create a culture of continuous improvement to overcome resistance.

In conclusion, defining customer requirements in care homes is a critical aspect of delivering person-
centered care services that meet the needs and expectations of residents and their families. By using tools
and techniques such as voice of the customer, CTQ analysis, and service blueprinting, care homes can
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identify, prioritize, and address customer requirements to drive continuous improvement and enhance the
overall care experience. By overcoming challenges such as changing customer needs, balancing stakeholder
expectations, resource constraints, and resistance to change, care homes can achieve sustainable
improvements in care quality and resident satisfaction.
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