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Summary 

Business Administration, Marketing, Degree Project bachelor), 15 higher 

education credits,2FE11E, Spring 2015  

 

Authors: Chika Hirano & Jing Jing 

Tutor: Anders Hytter  

Title: Research for online marketing strategy in Japanese elder care facilities-- 

Learn form Swedish elder care facilities 

  

Background: Since aging population keeps increasing, more and more private elderly 

care facility companies emerged in elderly care market, and this industry gradually 

became one of the pillar industries in Japan. However, a strange phenomenon is that 

private elderly care facilities in Japan fails to attract elderly customers while there are 

society demand to expand the number of facility. This leads to bankruptcies of private 

elderly care facilities. On the other hand, Sweden enjoys a high reputation of elderly 

care. Also Swedish elderly care industry is more mature than Japan, therefore this 

research takes Sweden as an objective of Japan.  

 

Purpose: Identifying the root cause of why elders do not choose private facilities even 

though there are social demand to expand elderly care facilities; from online-marketing 

perspective, take Swedish companies as examples, find out the way to apply online 

marketing strategy to Japanese elderly care facilities. 

 

Method: This is a qualitative research, with inductive approach, from interpretivist 

epistemology and constructionism ontology perspective. Structured phone interviews are 

conducted with 11 Japanese elders and their general view towards private and public 

elderly care facilities in Japan are studied; then, researchers choose 2 companies in 

Sweden and Japan respectively as cases and analyze online marketing strategy; 

following the “strategy exploring model” logic, analyze the development of online 

marketing strategy for Japanese private elderly care facilities.  

 

Results, conclusions: Elders in Japan choose public elderly care facilities instead of 

private, because of the high cost and lack of reliability. Therefore, marketing strategy 
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goal is to lower the deposit and establish an image of security and safety of industry. 

According to the result of online marketing research, authors will give advice for 

Japanese elder care industry to achieve this goal. 
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1 Introduction 

1.1 Background 

1.1.1 Aging problem in Japan 

As one of the developed countries in the world, Japan has progressed its civilization 

rapidly since the end of the world warⅡ. While the country embraces the prosperity 

such as high technologies, profuse products and meticulous services, some critical 

social problems has taken up residence inside the country. One of these problems is its 

aging society.  

 

The current situation of Japanese population can be summarized as "over the old", 

which means elders in Japan do not only have large amount of number, but also 

longevity (Liu, 2005). In 2005, the aging population (people who are over 65 years old) 

accounted for 19.24% of the overall population, and it shows an upward trend (Liu, 

2005). According to "an aging population and the economic and social implications", 

the standard published by the United Nation in 1956, if the proportion of elderly 

population (over 65 years old) is more than 7% of the whole, then it is an aging society 

and if they are more than 14%, it is an aged society. Japanese Cabinet office statistics 

show that from 2011 to 2013, while the total population kept decreasing, the aging 

population (people who are aged over 65 years old) has gradually increased to 25.1% of 

the total population (2014). In addition, the Cabinet office forecasts that this rate will 

reach 33.4% in 2035, 39.9% in 2060 (2014). That is to say, every 2.5 population will 

have one elder among them (Cabinet office, 2014).  

 

Moreover, it is said that Japan has the highest aging speed in the world. According to 

the report from the Ministry of International Affairs and Communications of Japan 

(2009), until now Japan is the only country in the world which reached its aging 

population rate from 7 % to 14% in just 24 years (from 1970 to 1994). As a comparison, 

the ministry explained that same process took 115 years in France, 47 years in UK, and 

40 years in Germany (2009). 

 

Since aging become a critical problem for whole Japan, some serious issues emerged. 

The most crucial one is pressure on government expenditure. Japanese pension structure 

covers almost all population in Japan, which means government is in charge of almost 
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all health care cost. In Japan, the costs of pensions, welfare and social service for elders 

occupied 25% of the total reimbursement in 1973 and in 2004 it increased up to 70% 

(Zhang S.,2013). The Japanese Ministry of Finance reported that as of 2015, pension 

occupies 48.4% of the total government budget and medical fare occupied 32.5%, and 

these costs are expected to grow more and more in the future (2015). In fact, as aging 

processes, Japanese government has become poor and poor (Zhang,S.,2013). 

 

Besides the pressure on government expenditure, society as a whole is also under huge 

pressure. First of all, as number of elderly keeps increasing, hospital, doctors, nurses as 

well as caregivers confront a hard work to take care of those elders. OECD Health Data 

about doctors’ consultations number per capita shows that  Japanese doctors have to 

deal with many patients than that of other countries; a doctor in Japan consult about 14 

patients in a day while other countries have around 4-8 patients (2014). 

 

Obviously, as the number of elderly grows, more and more elders need to be taken care 

of. It is not hard to understand why nurses and other caregivers confront a heavy work.  

 

Another social problem is that even some elderly just stay at home and be taken care of 

by their children, those young generation also go through the heavy pressure since they 

have to cope with a full-time job and take care of their parents at the same time. Now, 

hundred thousand people per year give up their job because of the hardness of caring 

(Atsumi, 2013). As well, due to the stressful conditions of caring in many families, it is 

not hard to imagine that elders’ quality of life is not in a good state. Actually, in many 

families abusing towards elders are reported; 16,599 cases of abusing within family 

were reported in 2011 and sadly, 42.5% of abusers were elders’ sons and husbands 

(Shibata, 2013). 

 

As stated above, Japanese government and Japanese families do not have enough 

capability to take care of all elders by themselves anymore. This situation indicates that 

they should look for help from other sectors. 

 

1.1.2 History of Japanese welfare policy for solving the aging problem 

In order to alleviate the serious situation of aging, the Japanese government had taken 

some measures. According to Tian X.(2010), in her article <A comparative study of 
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old-aging pension business and industry>, she briefly introduced the history of Japanese 

elderly care industry development as following.  

 

As early as 1970, due to the increasing number of aging population, public pension 

companies were unable to meet the society demand, therefore in 1974, the Ministry of 

Health issued the "pay nursing home setting operational guidelines", which deals with 

many operating institutions. This is the start of private capitals’ emergence in the 

elderly care market.  In 1980s, in order to standardize the market more, the government 

raised barriers for market entry, "silver logo certification committee" was set up by 

consumers and manufacturers representatives and academics, to control the quality of 

the aging products and services. In 1988, as the elderly care market demand increased, 

the government published very drastic changes by <social welfare and medical business 

groups policy>.  This policy provided low-interest or interest-free loans, so as tax 

benefits for private capital-based pension institutions. 

 

In December 1994 , the Japanese government issued the "New Gold Plan", which is 

"the 10-year strategy to promote the health and welfare for elders". This strategy 

includes substantial regional service to support elders’ independent, integrated 

implementation of demented elderly countermeasures content. 

 

In December 1999, the Japanese Ministry of Health, Ministry of Finance and the 

autonomous province jointly developed "direction the next five years the elderly health 

and welfare policy," which is also called "Gold Plan 21." This policy set out to build a 

vibrant image of the elderly, the elderly maintain dignity, user satisfaction with services 

provided. (Tian X.,2010) 

 

In 2000, "Nursing care insurance system"  has started. According to the Ministry of 

Health Labour and Welfare (2014), this system intended to support elders’ care with the 

whole society. This is because the government noticed that there were increasing 

number of people who need care and elders could not be taken care only by their family 

members anymore in many families (Ministry of Health, Labour and Welfare, 2014). 

Due to this policy, elder care services provided by private company has started to be 

financed by the government (Ministry of Health, Labour and Welfare, 2014). Though 

the government fix all prices for each services, they support 90% of the finance which is 
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same support amount for public elder care companies (customers pay only 10% of the 

service price). Consequently, private companies started to be able to offer care services 

at the same price with public companies and this gave elders the right to choose care 

services, from huge amount of choices, based on their own will (Ministry of Health, 

Labour and Welfare, 2014). 

 

Along with the development of aging population, the Japanese government have 

encouraged private capitals, and then developed a series of policies to regulate aging 

and the development of the market and the pension industry. Through the tireless efforts 

of the government of Japan, Japanese pension industry is booming and now it is one of 

the pillar industries in Japan. 

 

1.1.3 How Swedish elderly care system works 

Sweden enjoys a high reputation in the world in elderly care area for its well-developed 

elderly care system.  According to Earles (2011, pp180), Swedish welfare state is 

referred to as one of the "Nordic welfare states"  and it has gained attention as the model 

of a social democratic welfare state. Earles explains Nordic welfare states as following; 

"They have traditionally been linked together as a distinct social democratic welfare 

regime cluster, which emphasizes full employment, economic and gender equality, and 

universal access to cradle-to-grave welfare state benefits and service (2011, pp180)." In 

1998 Sweden has published action plan following with three objectives which are: 

elders should live independent in safe environment without anxiety; elders can actively 

join the place where important policy about them is going to be decided; elders can 

always utilize care and social welfare service with high standard(Organization for 

internationalize municipality system, 2004).  

 

Swedish pension system is roughly divided into three categories: national retirement 

pension, occupational pension and private pension saving, where national retirement 

pension based on the income on which they have paid tax, occupational pension based 

on their employers’ contribution (Swedish Institute, 2015). All Swedish citizens, who 

have worked and lived in Sweden can get pension after their retirement, even without a 

stable work, citizen still able to get at least 7600SEK per month(360doc private library, 

2013).  
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Sweden has a regionally based, publicly operated and financed, national health care 

system (Johnsson, 1997). The municipalities are responsible for elderly care, for  

providing long-term social services and care for the frail elderly in the form of home 

help services for those that live in ordinary housing, and provide special housing 

accommodation for those with extensive needs(Marten, 2002). Each Swedish 

municipality hires its own home helper, nurses and physical therapist and they are 

responsible for taking care of the elders in each region(Organization for internationalize 

municipality system, 2004). At the same time, elderly care services can also provided 

by private companies as long as these companies have been approved by 

municipality.(seniorval, n.d.). The county councils are responsible for health care and 

provide home nursing care and rehabilitation(Marten, 2002). 

 

There are many different types of domestic services, for instance, there are household 

services for cleaning, washing, gardening and help to get dressed or showering, this 

service is not only for elderly but all population; there are fixarservice in order to reduce 

the risk of fall in home, including change curtain or check smoke alarms; home care for 

everything in daily life that need help; and home health care which means get medical 

help home instead of being hospitalized. Moreover, there are a lot of range of 

accommodations provided, for example, there are "group home" for those have 

demented state, "service houses" for people with disabilities and healthy elderly who 

can live almost independently and there are "senior accommodations" which is more 

comfortable for people with disabilities. Also, there are facilities called "korttidsplatser" 

which places between hospital and the houses stated above. This facility takes care of 

elderly who just get out of the hospital but need some rehabilitation (Organization for 

internationalize municipality system, 2014). Elderly can choose which accommodation 

they want to apply, and have freedom to choose provider, but if they apply for nursing 

home, some municipality not allow they choose freedom, while some allow they choose 

private provider but maybe failed because provider "has a cap on how many clients it 

can take from the municipality and that it has achieved"(seniorval,n.d.). 

 

Even though public municipalities take responsibility of elder care, recently more 

municipalities are choosing to private parts of their elderly care and they are letting 

private care providers run their operations (Swedish Institute, 2015). In 2011, private 

care provided services for 18.6 per cent of all elderly people getting home help and he 
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number of private companies in the social-service sector increased five times more 

between 1995 and 2005(Swedish Institute, 2015). All recipients can choose whether 

they want their home help or special housing to be provided by public or private 

operators (Swedish Institute, 2015). The municipality always has overall responsibility, 

however, for areas such as funding and allocating home help or a place in a special 

housing facility (Swedish Institute, 2015). 

 

As the private enterprise become widely used, Stolt conducted a comparison study 

about quality of public and private elder care in Sweden. He used statistics from 2007 

displaying a variety of quality dimensions covering over 99% of all elderly care 

residents in Sweden. In the results, he showed significant quality differences between 

two of them. In detail, it was revealed that structural quality factors like the number of 

employees per resident was smaller (−9%) in private elder care (Stolt, 2011). However, 

on the other hand, the proportion of residents participating in the formulation of their 

care plan (+7%), the proportion of elderly with a reasonable duration between evening 

meal and breakfast (+15%), and the proportion of elderly offered different food 

alternatives (+26%)  (Stolt, 2011). From these results Stolt concluded that private elder 

care companies perform better in service aspects for good life, but when it comes to 

structural quality public elder care are better (Stolt, 2011). 

 

1.2 Current situation of elder care industry in Japan 

As mentioned before, Japanese government already published a series of policies and 

plans to encourage private capital to invest in the elderly market, as a result, more and 

more enterprise which provide elderly care services have been established. 

Among all of Japanese elder care services, there are home visiting service which 

caregivers visit elderly home to take care of them, outpatient service which elders 

commute to the care facilities, short staying service which elders move in care home 

temporary, and elderly care facilities which elders move in and live in the facility 

(Ministry of Health, Labour and Welfare, 2014). 

  

In 2002 there were 508 private elderly care facilities in the country but within 10 years, 

the number grew up to 7519 as of 2012 (Private elderly care facilities database, 2013). 

According to the report from Ministry of Health, Labor and Welfare (2008), as of 2008, 

among the all nursing care giving enterprise(home helping and elderly care facilities 
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enterprise), 55.4% of home helping enterprises are run by private companies and 14.1% 

are by public. On the contrary, 46.9% of elderly care facilities are run by public 

companies and 23.6% are by private companies. 

 

According to the Ministry of Health, Labour and Welfare (2012), it was relieved that in 

average, public elderly care facilities have 3.4 times more applicants than the full quota 

in average. Therefore, it is not rare that elders have to be in waiting lists for two or three 

years to be accepted (President online, 2008).  However, on the other hand, it is said 

that after the government published Nursing care insurance system, private elderly care 

facilities are now over-supplied and some of them are having hard time to get enough 

customers to run homes (Noguchi, 2011, Yoshitake. T, 2008). 

 

One of the major online business news companies in Japan stated that those private care 

homes were built by many kinds of private enterprises such as architecture farms, real 

estate developers, railway companies, house makers, electric power companies 

(Noguchi, 2011). They started to invest in this business soon after Nursing care 

insurance system was published in 2000, because the care industry was expected to be 

profitable due to over-demand by elders (Noguchi, 2011). Especially, architecture farms, 

real estate developers and railway companies aimed at being profitable in this industry 

because they expected more profit there than that of their main businesses (Noguchi, 

2011). 

 

Those private care homes could get customers quite easily soon after 2000, but from 

2002 up to now, it is said that it takes time for private elder care homes to have full 

quota customers, while the number of private care home is still increasing(Noguchi, 

2011). Some homes cannot have enough residents and therefore they cannot reach 

profitable line of business for few years, and it was reported that 255 private elder care 

companies bankrupted from 2002 to 2014, as the graphic 3 shows (Teikoku Databank. 

2015).As it is shown the number is growing each year and 72.2% of them bankrupted 

within 10 years after they started up the business (Teikoku Databank. 2015). 
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Graph 1. Yearly number of bankruptcy case of private elder care homes from 2000 to 2014 

(vertical axis: year, horizontal axis: numbers) 

(Source: Teikoku Databank, 2015) 

 

As of 2013, the average participation rate of private care homes was 82.2% as a whole 

(Ministry of Health, Labour and Welfare, 2013b) and this means there are about 18% 

vacancies in private nursing homes steadily, while public care homes are full. 

Next Co., ltd., runs the major accommodation search engine website, including care 

homes. The website shows all kinds of elderly care facilities and their levels hardness to 

move in. They list 8 kinds of private nursing homes and 5 kinds of public ones. Even 

most of the public nursing home does not provide private room for each resident, all of 

the public ones have "difficult" level for elders to move in because there are too many 

applicants, while all of the private ones have "easy" level to move in, except one typ 

e of home called "group home "(Next Co., Ltd. 2012a). 

 

To sum up the point, the government has privatized the elder care service and give them 

financial support in order to meet the demand for the citizens and provided them with 

more elderly care facilities, but this situation indicates that many elders choose to move 

in public elderly care facilities. More than 30% of elders who moved in public elderly 

care facilities answered they waited for more than one year to be accepted (Next. Co. 

Ltd., 2012b), on the contrary, they did not choose to move in private elderly care 

facilities which have many vacancies. 
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1.3 problem discussion 

Public facilities do not necessity provide high quality care. Actually, private elderly care 

facilities tend to have more service valuation and flexibility and they likely to have 

more caregivers in the facility compared with public facilities (Japan Nursing Home 

Network, 2015).  However, as stated above, elders choose public elderly care facilities 

even though they have to wait for a long time. There are demand from elders who need 

to be taken care of, and private elderly care facilities have many vacancy. Therefore, it 

is strange that private elderly care facilities fail to attract elderly customers even though 

there are demand. Researchers assume this phenomena might relevant to their 

deficiency in marketing and companies fail to deliver a good image and correct message 

to target customers.  Therefore, researchers choose marketing strategy point of view to 

compete the research. As the reason mentioned above is just authors’ guess, researchers 

should find out the real reason.  

 

Although companies target-- main customers--are elders, in fact, children is the main 

actor to choose their parents’ care service. A study shows that 43.4% of the case 

children choose the care service, while 15% of elders make their decision by themselves 

(Takase, 2014). Therefore, enterprises should also pay attention to online marketing, 

even customers are elders who rarely use network.   

 

In Sweden, even though public municipalities take responsibility of elder care, more 

and more private care providers run their operations along with public companies 

(Swedish Institute, 2015). Even though Sweden and Japan has cultural differences and 

different government policies for elder care, it is meaningful to investigate Swedish 

private companies because, as a fact, they co-exist with highly-evaluated public sector 

companies and they have rapid progress to diffuse this. This fact might indicate that 

elder care enterprises in Sweden has capability to provide same or similar services as 

highly-evaluated public organizations. In addition, Japanese pension system was 

inspired by Swedish pension system and they both have aging issues now. Therefore, it 

is worthwhile to learn from Swedish private companies and investigate how those 

private elderly care facilities apply marketing strategy. 
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1.4  Delimitation and limitation  

According to Tang C.H.(2001), Zhang(2001) and Gu(2001), elderly care industry refers 

to all of the enterprises that have private capital base and provide elderly care services, 

including home services, elderly health care, elderly care facilities and etc.  However, 

the focus of this thesis is elderly care facilities which is one of the branches in elderly 

care industry,  because the problem that researchers consider arose in elderly care 

facilities business. 

 

In fact, initially, researchers planned to take interviews to Swedish private elder care 

companies in order to investigate marketing strategy employed in those companies. 

Researchers successfully conducted interview with one of them, and the transcript is 

provided in appendix since authors use it as a resource. However, after this one 

interview, too much resistant happened to contact companies. Researchers contacted 

more than 40 private elderly care companies in Sweden, but no more than 5 of them 

would like to take the interview. For some of companies, when researchers try to call 

them, they said they do not have time to do the interview, even researchers said it takes 

only few minutes; some companies just say no because they don’t want to take an 

interview, especially about marketing strategy; some companies said they would like to 

answer questions via email, so researchers send email instead, but they received no 

reply. Something worse is, researchers could not contact with some small companies by 

phone since it turned voice-mail message every time. For those companies in Växjö, 

where the city researchers study in, after some unsuccessful attempts to contact them by 

phone, researchers visited their address but in the right address, there are no companies. 

All of the above troubles made it even harder to get access to companies. The failure of 

interview sampling made it impossible for researchers to gather data about marketing 

strategy. Instead, researchers can only collect data form their online marketing 

platforms such as website, online advertisement and social media. Therefore, only 

online marketing strategy is going to be taken into account in this research.   

 

Also, due to the limited time and space, sample size of interviews with Japanese elders 

is not big enough, since researchers have difficulties to access to Japan. For analysis of 

online marketing strategy, researchers chose big companies website as cases so they 

cannot grantee the complete unbiasedness. 
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1.4.1 Theoretical contribution 

As it is going to be shown in the literature review part, the current studies about 

Japanese elderly care problems focus more on the study of policy recommendations, on 

the contrary, there are no definite study focused on their online marketing strategy and 

how to compete with public facilities. Meanwhile, no study so far has focused on elders 

view towards private facilities and public facilities. Besides, this research will carry out 

a comparison of macro environment in two countries with PEST analysis framework, 

which no previous literature accomplished. Even though this research will just analyze a 

small part of broad macro environment, this is also a small theoretical contribution. 

Elderly care industry has gradually developed into one of the pillar industries in Japan, 

and according to the aging trend, elderly care industry will have a more long-term 

development. In order to make better development for the industry, study for the 

development for the industry is necessary without any loss of time. This research aims 

at exploring how to apply online marketing strategy for Japanese elderly care facilities, 

which is a combination of theoretical contribution and practical contribution. 

 

1.4.2 Practical contribution 

As mentioned earlier, from the beginning of the industry, the Japanese government have 

repeatedly introduced policies to encourage the industry development, since Japan need 

elderly care industry together with elderly care business to help solving the society 

problems caused by aging. This research will propose online marketing strategy 

recommendations, not the policies. Therefore recommendation from this paper can be 

actually utilized by each company in the industry and it will assist the industry 

development from inside, while the government policies assist the industry development 

from outside and policies are not the thing that companies can control with their will. 

This research will contribute Japanese elderly care facilities to have a better online 

marketing strategy, in order to attract more elderly customers in the way of online 

marketing. Also, the investigation of elders view towards private and public facilities 

will bring marketing tips for private elder care industry. These will assist the 

development of elderly care industry as well as improvement of elders quality of life in 

a small extent.  
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1.5 Purpose 

1. Try to find the root cause why elders do not choose private facilities even though 

there are social demand to expand elderly care facilities.  

2. From online-marketing perspective, take Swedish companies as examples, find out 

the way to apply online marketing strategy to Japanese elderly care facilities industry. 

 

1.6 Research questions 

1. What attitudes do Japanese elders have towards public and private elderly care 

facilities? 

2. How Swedish elderly care facilities do online marketing and what can Japanese 

companies learn from them? 
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2 theory 

2.1 Literature review 

2.1.1 Previous lliterature about marketing strategy to run private elder care 

facilities in Japan 

Previous studies about marketing strategy in the private elderly care facilities are rarely 

found, because this industry emerged just after 2000 when the  "nursing-care insurance 

system" was published by Japanese government. Until then elder care facilities were run 

only by public organization (Yoshitake, 2008). Therefore, there are not that much 

references exist in the field which suggests how to run business in this industry. 

Moreover, organizations in this industry tend to involve in the low revenue mechanism. 

Yoshitake (2008) illustrates this mechanism. First of all, while the business requires 

long-term management more than 20 or 30 years, the main revenue depends on nursing 

care compensation and it is easily affected by government policy change. Also, as elders 

who move in the facility will have heavier symptoms in the future, more and more 

caregivers will be in need. Also, since the consumers recently consider more about the 

care quality, the companies have to hire enough caregivers with high motivations. At 

the same time, companies have to increase salaries of workers in order to keep their 

motivation. Consequently, expenditure increases steadily (Yoshitake, 2008). 

 

While illustrating these problems, the thesis made a suggestion for private elder care 

companies to have more service valuation other than care itself such as special meal, 

accommodation and additional care services that elders can purchase in order to be 

financially stable, since those services are not financially effected by nursing 

compensation by government (Yoshitake, 2008). It also suggests for the companies to 

develop plans to manage risk for government policy change and systems which other 

organizations do not provide, such as special care programs for each elders (Yoshitake, 

2008). 

 

Sato (2008) also suggested companies to provide other services besides care, such as 

meal, support when elders go out of the facilities, and hair-cutting services. He also 

suggested companies to cooperate with existing companies to run business efficiently. 

Other study (Yamada, Sato., 2008) shows 60% of residents live in elderly care facilities 

have level three or more symptom (out of five levels; five is the most serious symptom). 
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This article suggests elders to live close to their home and family and value their social 

connection with their regions; therefore, it is better that facilities are not that far away 

from their original homes and families (Yamada, Sato., 2008).  

 

Hamano, et al. (2008) conducted a questionnaire to measure the level of satisfaction of 

residents in private elderly care facilities. The results reviled that residents value the 

quality of care rather than the environment such as tidiness, meal and the temperature of 

the room. They also indicated that there are two kinds of residents; some consider 

facilities as their temporal accommodation while others consider them as the place they 

live until the end of their lives. The latter residents gave more critical answers to the 

questionnaire (Hamano, et al, 2008). 

 

Meanwhile, other article also says private elder care facility industry is the most 

competitive and the most promising industry for now and in the future, among home 

visiting service industry, outpatient service industry and short staying service industry 

(Seon, 2009). 

 

As these literature suggests, while the market is competitive and promising, there are 

not that much reference exist in the field which suggests how to run business in private 

elderly care industry because this industry still young. The only suggestions made so far 

is to increase service valuation, care quality and social connections between elders, 

families and regions. No strong argument has been conducted about definite marketing 

strategy; how to market themselves, what resources and competence they need. Also, 

most importantly, there are no literature studied about how to compete strategically with 

public elder care facilities. No study has been done about elders view towards private 

facilities in contrast to public facilities neither. 

 

2.1.2 Previous study about Japanese elder care and Swedish elder care 

There are large amount of studies conducted in the field of comparison study about 

elderly care between Sweden and Japan.  

 

Japan has been studying Swedish welfare system from long ago. The first study thesis 

introducing Swedish welfare system was published in 1966 and since then, Sweden has 

been gained attention as a country with advanced welfare system (Kiyohara, 2010). 
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Also, it is said Japanese pension system and normalization policy were inspired by 

Swedish system (Kiyohara, 2010). 

 

In elderly care study, Japan often does the comparison study between these two 

countries (Okumura, 2008). Japan and Sweden both are developed countries, and are 

gradually privatize the elderly care industry, for Japan it is from 1970s, for Sweden it is 

even later, from 1990s, but the involvement of private capital is on the rise trend (Stolt 

and Winblad, 2009).  

 

Tada (2005) explains that Sweden experienced aging society from 1890 when the aging 

population rate got to 7%. Since Sweden was only one country which had the high 

aging rate at this period, they had no countries to learn from and that is why they had to 

map out an original idea (Tada, 2005). 

 

Noguchi, et al. (2001, P.20) mentioned that in the Edel reform Sweden annexed small 

municipalities together to be a bigger municipalities so that government can 

decentralize the authorities and management. She suggests Japanese government to do 

same thing. She also suggests them to issue policies which prevent elders to have savior 

disabilities from their earlier age, which is also the Swedish policy (Noguchi, et al., 

2001). 

 

Okumura (2008) suggested that Japan needs to consider combining medical care and 

elder care together and provide the system to take care of elders who just discharge 

from hospitals, as Sweden did it in the Edel reform in 1992. Also, he pointed out that 

elder accommodations in Sweden are customized to "living place" where elders can live 

until the end of their lives with care and medical support (Okumura, 2008). 

 

Watanabe and Johnson (2013) Conducted comparison study between special nursing 

home for the elders (SNHE) in Japan and nursing home in Sweden. In the findings they 

say that according to the companies’  managers, both country share the same principle 

of good care (Watanabe et al., 2013). Both says good care means that elders are 

respected and treated with dignity (Watanabe et al., 2013). 
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All of the previous study listed above focused on the great points of Swedish public 

welfare system and how Japanese public policy can learn from them. Most of them 

pointed out system insufficiency of Japanese policies and consider if the government 

employ the Swedish system or not, since even those researches does not have power to 

change policies themselves. 

 

2.2 Theoretical gap 

There are two theoretical gaps between this research and previous studies. 

 

First of all, as previous literature suggests that while the market is competitive and 

promising, there are not that much reference exist in the field which suggests how to run 

business in private elderly care industry because this industry expanded just after 2000. 

Definite argument has not been done about what marketing strategy they have to apply, 

especially online marketing strategy; how to market themselves, what resources and 

competence they need. No study has been done about elders view towards private 

facilities in contrast to public facilities neither. 

 

Second theoretical gap is that there is no previous study about Swedish private elderly 

care and their strategy in Japanese literature so far. Even though Swedish elder care 

industry in private sector is active and they started to expand to private sector business 

as stated above, in Japanese study about Swedish welfare system the main focus is 

public system and policy (all from macro perspective). This trend is clearly indicated in 

most of the studies; when they make comparison study between these two countries, the 

studies often have following conclusion: "let’s learn the great system from Swedish 

policy, but transplant would take many consideration due to political, historical and 

cultural differences between Japan and Sweden". While Japanese private elder care 

industries have difficulties in running business, none of the previous studies focused on 

how they market themselves and especially, learn from Swedish private companies. The 

authors indicated this as the theoretical gap. In this area when both Japan and Sweden 

positively privatize elder care, useful suggestions should be provided from this new 

study, which is the investigation of the marketing strategy of Swedish private elder care 

enterprises.  
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2.3 Theoretical framework 

To sum up, the thesis aims at applying feasible online marketing strategy for Japanese 

elderly care facilities from the online marketing strategy utilized in Sweden, along with 

the investigation of Japanese consumer behavior. In order to accomplish this, the thesis 

will follow the theoretical framework with some marketing concepts as following. 

 

2.3.1 Marketing strategy  

According to the American Marketing Association, marketing is "an organizational 

function and a set of processes of creating, communication and delivering value to 

customers and for managing customer relationships in ways that benefit the 

organization and its stakeholders"(2007). A marketing strategy is "a plan of action to 

help the marketing function of an organization to reach its goals and 

objectives"(Wienclaw, Ruth A, 2009). In 1960, Jerome McCarthy in his literature 

“Basic Marketing” put forward a theory about marketing mix which is generally divided 

into four categories: product, price, place and promotion, which is known as 4Ps. 

Marketing strategy thus is to choose the most appropriate means within marketing 

mix(Wienclaw, Ruth A., 2009) 

 

Rajan (2009) reviewed the different scholar in the past four decades and summed up a 

definition of marketing strategy. According to him, "Marketing strategy refers to an 

organization’s integrated pattern of decisions that specify its crucial choices concerning 

markets to serve and market segments to target, marketing activities to perform and the 

manner of performance of these activities, and the allocation of marketing resources 

among markets, market segments and marketing activities toward the creation, 

communication and/or delivery of a product that offers value to customers in exchanges 

with the organization and thereby enables the organization to achieve specific 

objectives."(Rajan,2009,P128).  This is a "wide-raging"definition,which means 

marketing strategy contains huge contents. To recap, marketing strategy is a series of 

actions that companies take in order to achieve business goals. 

 

According to Wienclaw&Ruth A, marketing strategy is not static, but it must change 

based on the market such as customers needs and expectations, market trends, as well as 

competitors’ action (Wienclaw, Ruth A, 2009). And to make a strategy is not simple, 
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one should consider sectors such as the abilities and resources of the organization as 

well as the competitors, the life cycle and the stage of the market, therefore the 

marketing strategy is not generic and dynamic as the organization developing and time 

going(Wienclaw, Ruth A, 2009). 

 

2.3.2 Online Marketing Strategy 

The most easy way to understand online marketing is to ”do marketing on the internet”. 

Online marketing refers to applying marketing principles and techniques through the 

internet.(quirk,n.d.). 

 

Good website plays an important role in sales process and it will help reinforcing the 

brand and supporting customers. Good website has feature to generate leads, make 

visitors closer to purchase, build brand awareness, deliver information about products 

and services in persuasive way, run special promotions, communicate with existing 

customers and distribution channels, communicate with partners, investors and potential 

new employees, and generate publicity (MarketingMO. Com., 2013). 

 

Marketers should think their site as the place that expose to different groups of people 

and they can turn them into prospects and customers (MarketingMO. Com., 2013). 

 

Contents should be organized and designed well so that visitors can find what they need 

quickly (Maderandi Inc., 2013). The website also need to incorporate search engine 

optimization (SEO) to help with search engine rankings (Maderandi Inc., 2013). 

After this step, identify the functionality that can meet customer’s need such as allowed 

customers view product details, and manage it in order to keep information up to 

date(Maderandi Inc., 2013) 

 

Other tools that companies can use online are such as video marketing, online 

advertising and social media. Video marketing is so interactive and engaging and 

therefore it is good tool for capturing and retaining customer attention. If it is done 

collect, it provides good brand image with the form of information, entertainment or 

inspiration (Ouirk Education, 2014). Online advertising’s objective is to raise brand 

awareness online and users can choose to engage with the ad or not. Those ads can be 

on all areas of the internet; ads in emails, social networks and mobile devices (Ouirk 
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Education, 2014). It is even better if the company use website as a platform for a variety 

of internet marketing campaigns like them (MarketingMO. Com., 2013). 

 

2.3.3 Marketing strategy exploring model 

According to Johnson et al., concept of strategy model has three parts which are 

interconnected to each other (2014). The model called “exploring strategy model”, 

introduced by Johnson et al (2014) includes “strategic position”, “strategic choices”  

and “strategy in action”. The book explains that the logic of this model can be applied 

for many decisions with long-term consequences for personal futures (Johnson 

et.al.,2014). This means this model can not only employed in marketing strategy, but it 

can be also applied to our personal lives, even for job-seekers. 

 

 

 

Graph 2. Exploring strategy model 

 

Strategic position is the fundamental for evaluation of future strategy. At this stage, 

organization should understand the environmental opportunities and threats, 

organization’s strengths and weaknesses, and what the organization want to achieve and 

the organization’s inner culture. With good understanding of each factors, organization 

will have a clear impression about “who am I”, and can establish organization goals 

(Johnson et.al.,2014). 
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Strategic choices involve the options for strategy in terms of both strategy direction and 

the methods by which way strategy might be pursued. For instance, direction can be 

entering international markets; transform its existing products and markets through 

radical innovation. Typical strategy choice are international strategy, diversification, 

acquisitions and etc (Johnson et.al.,2014).  

 

Strategy in action is about formulation and implement of strategy. Mainly about strategy 

development processes and strategy practice(Johnson et.al.,2014). 

 

2.3.4 Costumer’s behavior 

First of all, marketing is a way to understand and anticipate consumer needs and 

developing solutions for these needs (Hawkins&Mothersbaugh,2009). 

Hawkins&Mothersbaugh(2009)suggested that successful marketing strategy is based on 

extensive information about consumer behavior, and knowledge of consumer behavior 

can be an important competitive advantage, can reduce the failure on marketing 

decision. In fact, many marketing managers talk to consumer regularly about their view 

toward the products and services, which also indicate that consumer behavior is an 

essential factor on marketing strategy decision. 

 

Consumer behavior is a study of the process when individuals or groups of people select, 

buy, use service or products and evaluate if they satisfy their needs and desires 

(Solomon, et al., 2010). Attitude is one of the concepts of consumer behavior. 

According to Solomon, et al.(2010), it is a general evaluation towards people, objects 

and issues by individuals. Attitude has three components which are affect (refers to how 

consumers feel about an attitude object), behavior (refers to how consumers intend to do 

something with regard to an attitude object) and cognition (refers to consumers’ belief 

about an attitude object). When consumer collect all of these three components in their 

mind, their attitude toward object will be formed. Moreover, two people can each have 

positive attitude towards an object for different reasons and it is crucial for researchers 

to know them (Solomon, et al., 2010). Persona is the “hypothetical archetypes” of actual 

consumers with their behavioral data gathered from them (Cooper, 1999, pp.124) The 

objective of this tool is to grasp the needs of end users and employ it in the product 

creation process of companies (Cooper, 1999). 
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3 Methodology 

Methodology will start with research strategy which is qualitative research with 

inductive approach, interpretivism epistomology and constractionism ontology 

perspective. Research design will be cross-culture comparative research, and data will 

be collected through semi-structured interview and secondary document. Analysis will 

be a big part where various approaches will be employed. 

 

3.1 Research strategy 

According to Bryman&Bell(2011), qualitative research is focus on the explanation of 

questions instead of quantification, research questions here are aiming at explore 

context of each area with a question form start with "what", which calls for an 

explanation instead of quantification, and marketing strategy which is one of our 

research objective cannot tested under classical experiment, in addition, data collection 

emphasize on words rather than quantification, as a result, research strategy here is 

qualitative strategy. The aim of this research is to conduct a marketing strategy that 

more suitable to Japanese elderly care companies, the emphasis is on the generation of 

theories rather than test, which appears to a inductive approach.  

 

Bryman&Bell(2011) provide a form of fundamental differences between qualitative and 

quantitative research strategies, where states that with qualitative research strategy, the 

relation between theory and research is inductive, research generate the theory, and with 

interpretivism epistemology and constructionism ontology. Although the 

interconnection between qualitative and quantitative research is not as straightforward 

as this, still this can be a reference. As Bryman&Bell(2011) explained, interpretivism is 

focus on understanding human behavior or event, whereas positivism emphasize on 

explain it. In terms of this research, the nature of this research is by understanding and 

exploring the social phenomena which is elderly care facilities situation and marketing 

strategy used, conduct the reasons to use these marketing strategy and put forward 

suggestions to improve the companies. Although, understanding and explanation seems 

collaborate here, the emphasize here still be understanding rather than explanation, 

which indicate to interpretivism. 
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Constructionism is, as Bryman&Bell(2011) explained in book, that social phenomena 

and their meaning are continually being accompanied by social actors, it is in the 

opposite to objectivism with which social phenomena is independent of social actors. In 

this research, social phenomena which is marketing strategy used in elderly care 

industry are obviously depend on different social background, which refers to 

constructionism. 

 

3.2 Research design 

3.2.1 Comparative design 

The research design is comparative design in this research.  

 

The nature of this research is cross-culture/nation research, as Bryman&Bell(2011) 

explained, cross cultural research entails data and information collected and/or analyzed 

from various countries, since this research covers both Japanese and Swedish elder care 

industry, data from each country are similar and this will be explained later. The result 

will be draw from analysis, which is based on data from both countries, by compare 

different macro environment, different marketing strategy they choose, generate the 

experience can learn from Sweden, put forward the marketing strategy can be used in 

Japan, thus result is generated from comparative between them, obviously, this research 

is a cross-culture/nation research. 

 

3.2.2 Case study 

According to Yin, case study is an empirical inquiry that investigates real-life 

phenomenon in depth with concerning contextual conditions (Yin, 2009: 18). With this 

method, researchers will only have to focus on specific cases, and that will help to make 

a detailed study about the research subject (Bryman and Bell, 2011: 82). Authors will 

consider that their website case study will be representative of what can be observed in 

other websites, which is another reason why they choose case study design method. 

Authors will generate research results to the Swedish/ Japanese elder care facility 

industry’s website strategy, even if they have to remind that there might have important 

contextual conditions to consider in their area of research (Yin, 2009: 18). 
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3.2.3 Oprationalization 

Theory conceptio

n 

Definition  Empirical data 

Marketing 

strategy 

Marketing 

mix 4Ps 

Product/services Services and activities 

Price  (fixed by government both in 

Japan and Sweden, as it was 

explained in introduction) 

Place  (not available from website) 

Promotion  Promotional materials and 

platform 

Online 

marketing 

strategy 

Marketing 

tool--

website 

Develop/organize 

the content 

Home page design 

Identify the 

functionality 

function 

Other 

online 

tools 

 Other promotion materials and 

platforms 

Exploring 

strategy 

model 

Strategy 

position 

Macro environment 

PEST analysis, in 

order to establish 

companies goal. 

Political--Relevant policy; 

Economics--How elders are 

charged and industry development; 

Society--Nation and society 

culture; 

Technological--Relevant 

technological production 

Strategy 

choice 

Strategy direction 

and methods. 

 

Strategy in 

action 

 Strategy practice, 

about formulation 

and implement of 

strategy. 

 

Consumer 

behavior 

Consumer 

attitude 

 If you choose to move in whether 

public or private care facilities, 

which one do you choose? 
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What attitude do you have towards 

public elderly care facilities? 

What attitude do you have towards 

private elderly care facilities? 

 persona  Two personas of Japanese elders 

(ideal consumers) 

 

3.2.4 Persona as a segmentation tool 

Alan Cooper introduced a marketing research tool “persona” in 1992 in his book “The 

inmates are running the asylum (1999)”. Persona is a fictitious and precise description 

of the company’s user and what the user wishes to accomplish (Cooper, 1999). In other 

words, it is “hypothetical archetypes” of actual users with their behavioral data gathered 

from actual users (Cooper, 1999, pp.124). The objective of this tool is to grasp the needs 

of end users and employ it in the product creation process of companies (Cooper, 1999). 

 

Cooper says the more specific the persona is, the more effective they will be as design 

tool (1992). Especially as he pointed out, naming the persona is the crucial thing 

because she/he will be real person in the company’s developers mind. With this, they 

can refer to the user by his/her name and this makes developers able to make real design 

assumption for them (1992). Besides name, persona can include her/his skills, 

motivation and what he/she wants to achieve according to Cooper and from recent study 

by Courage and Baxter (2005), it can also employ photograph, status, knowledge, 

experience, tasks, relationships, psychological profile and needs, attitude, motivation, 

expectations and disabilities. Its design process often consists interview (Cooper, 1999). 

This method has become more and more popular as a market segmentation and user 

profiling tool since it can be useful for all kinds of organizations to have tool which 

formats realities of life and future evolution (Idoughi, et al., 2012) 

 

In this thesis, authors will utilize persona as a tool to develop a description of elders in 

Japan who are potential users of elderly facilities. 

 

3.2.5 PEST analysis framework 

PEST analysis framework is an easy tool to analyze macro environment in which 

organization involved in. Macro environment is consist of market and non-market 
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factors, policy, economics, society, technology, legal and so on(Johnson et al., 2014). 

To analyze broad macro-environment, several analysis frameworks are employed such 

as PEST, PESTEL and STEEPLE(Johnson et al., 2014). Each letter stands for Political, 

Economic, Social, Technological, Ecological, ethics, and Legal environment. The most 

fundamental one is PEST(businessballs, 2015). 

 

Political refers to some political forces such as state, it will have influence on economic 

and market(Johnson et al., 2014). Factors considered are government policy, trading 

policy, future legislation, etc(businessballs, 2015). Economics refers to interest and 

exchange rates, economy trends, taxation issues, industry life cycle and anything can 

influenced the market an organization involved in(businessballs, 2015). Social factors 

represents such as demographics and culture(Johnson et al., 2014), will have impact on 

consumer demand, or even market trends, further affect company 

operation(Collins,2010). Technological factors mainly concerned with trends and 

development stage of technology, affecting innovation, costs of an industry, even 

determine barriers to entry(Collins,2010). 

 

In order to be more specific and suitable for this research, authors made some 

adjustments for PEST framework to be employed. P stands for policy that especially 

related to elderly care industry. Economics here is specific refers to industry 

development as this is more relevant to the topic, and about how elders paid for the 

elderly care. Society mainly involved aging population and general society culture. 

Technology refers to technology products relevant to elderly care. 

 

The aim of analysis of macro environment is to recognize key drivers for change, which 

will have influence on future success or failure of strategy. Manager need a clear sense 

of  key drivers for change, otherwise, effective action decision cannot be 

conducted(Johnson et al., 2014).  
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3.3 Data collection method 

3.3.1 Data and information 

Based on the research questions, data and information needed are (a)Japanese elderly 

consumers’ opinion towards Japanese elderly care facilities, (b) macro environment 

relevant to elderly care industry in both countries, (c)online marketing actions using in 

Swedish elderly care companies as well as Japan.  

 

3.3.2 Structured interview 

Structured interview means all interviewees should answer the exactly same questions, 

these questions is a interview schedule. It also called standardized interview. This style 

of interviewing intend to aggregate replies, and this can be achieved reliably only if 

those replies are in response to identical cues(Bryman&Bell, 2011). Choose this method 

to collect data about Japanese elders general view because we need high relevant 

responds, fixed interview schedule is better.  

 

General consumers’ view should be based on a huge database, since only in this way 

can improve the reliability. However, as exchange students, it is hard to get much 

information when researchers are abroad, if do survey by self-complete questionnaire, 

the possible way to do so is through internet, but our sample population is elderly, they 

cannot or hard to use the internet, even they can, self-complete questionnaire is a heavy 

work for them because of too much trouble in reading and understanding. Then, an 

alternative way came into our mind-- do interview by phone for Japanese elderly. Phone 

interview is a easy way when long distance exist(Bryman&Bell,2011), and this will be 

much easier to take since researchers can look for help from family members or friends 

in Japan. Sampling method will be explained later. 

 

Generally, interviewees have little varies of response categories to choose from for each 

question(Bryman&Bell), however, in this research, questions will be open-ended 

formats. The interview schedule is consisted of 3 questions, relevant to the interview 

goal which is investigate Japanese elders general view towards elderly care facilities. 

Phone interview will be in conversation, informal environment, since interviewees are 

Japanese elders, this environment will let elders feel much better, comfortable and less 

pressure. Each interview will be audio recorded and later transcribed. Transcribes will 
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summaries their answers for each questions, instead of writing down every word of 

records. 

 

3.3.2.1 Sampling  

When sampling in Japan, snowball sampling method is engaged in, initial samples are 

one of the researchers’ grandparents, and through them, researchers can establish 

contacts with their friends, then get a large amount samples. Snowball sampling method 

is a form of convenience sampling, which is one of the non-probability sampling, the 

strength is the accessibility(Bryman&Bell, 2011). Since researchers are hard to contact 

with elderly in Japan, this approach is the only feasible way. The drawback of this 

method is those samples are just who are available to researchers, have no idea about 

what population these samples representative(Bryman&Bell,2011). However, for this 

research, population should be elderly in Japan, this population is not hard to recognize 

and nothing special except for the age, which means choose elderly in Japan with 

convenience sampling method, samples can represent elderly population in Japan. Even 

definitive findings generated is lack of reliability(Bryman&Bell,2011), in terms of this 

research purpose which is elders’ general view towards elderly care facilities in Japan, 

the result have reliability in some extent.   

 

Sample size will be 7 females and 6 males, this is considering that the initial samples 

are only two, and some of their friends will reject to take the interview, large sample 

size is hard to achieve. 

 

3.3.2.2 Interview questions 

For consumers’ view in Japan(conception regards to consumer attitude): 

1. If you choose public or private elderly care facilities to move in, which one will you 

choose?  

2. what attitude do you have towards public one?  

3. what attitude do you have towards private one? 

 

3.3.3 Public document 

Considering the limitation of resources, and hard access to Japan and Swedish 

companies, data and information about the macro environment, authors decide to collect 

through literature and public documentation, including “public inquiry transcripts and 
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proceedings, newspaper reports, and corporate and government documents.” 

Bryman&Bell, 2011:549). For the reason that this kind of evidence is easy to access and 

have high credibility (Dabid Silverman, 2013). 

 

About case study, 2 cases in Japan are choose from a search engine 

http://www.sagasix.jp/theme/major/, in this website viewer can search all private elderly 

care companies in Japan. In the homepage, there are 13 big companies, author choose 

two of them. In terms of Sweden, sampling is similar, choose from a search engine 

http://seniorval.se/. Companies are relative big and provide link to their own website 

page. When view Swedish companies website, website page translation tool employed 

since every website pages are in Swedish and it is impossible to understand for us. 

Although translation will have some error, but what we get is much more than lost. 

 

3.4 Ethical consideration 

Ethical issue means, during the whole research process, the appropriateness of 

research’s behavior in relation to the participators(Anon., 2011). There are a few ethical 

considerations required in this research. 

 

The first one is privacy related to interviewees. During the phone semi-structured 

interviews, authors will not ask interviewees to fill their full name, and in terms of 

recording, authors will not transcribe the interview record word by word, instead, just 

summarize questions and answers, also, in the report stage, each record transcribe will 

be labeled only number, interviewees name will be revealed. information about 

companies online marketing strategy are all get from their website, and these are for 

public, that is to say, it won’t harmful to the companies privacy. In addition, this 

research will not harm the physical or psychology health of participants. 

 

Next, all information researchers get from interview. Moreover, before starting an 

interview, authors will inform interviewee what and why authors ask following 

questions. This is important when doing interview to elderly since elderly are more 

afraid to take risk and have higher possibility to reject strangers to do the interview, 

which means when doing interview to elderly in Japan, before start, interviewers should 

explain the interview purpose in details. Actually, except for considering the issue of 

http://www.sagasix.jp/theme/major/
http://seniorval.se/
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informed contest, this is also helpful for the research, since interviewee will know the 

intention of the interview and they will provide more useful information. 
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4 Empirical data and data analysis 

4.1 Japanese elders general view towards elderly care facilities-- 

interview with elders 

According to phone structured interview with Japanese elders, the result were collected 

as follows: Responses are 13 elderly, 6 males and 7 females, age between 65 to 88. Ten 

of the participants are over 78 while three of them are 65 or 67 years-old.  

 

Answers to the first questions, 9 of them said they will choose private elderly care 

facilities, while 4 chose public one. Participants who chose private facilities were all 

over 78 years old while three of the participants who chose public facilities were 65 or 

67 years old.  

 

For the public facilities, following negative answers were collected. Five of them have 

attitude that public facilities have narrow, old, cheap-looking and untidy room where 

they have to live with many residents in the same room. Four of them also think public 

facilities are far away from the city so it is hard for family member to access there. 

Three of them said the moving process is too complicated because elders have to be 

admitted by the government as  "patient who need care". Two of them said that they 

have to wait for months in order to move in the public nursing home. Two of them 

mentioned that even they moved in to the facilities they have to move out in three 

months. 

 

Four participants had positive attitude towards public facilities; three have impression 

that they are organized well by government and they do not have risk of bankruptcy. 

Other said the place where her husband moved in is comfortable to stay in and room is 

tidy as well. 

 

For the private facilities, there were nine participants who raised some problems while 

they want to choose private facilities to move in. Seven of them said that the private 

facilities are expensive, while two of them say especially they take high deposit fee 

when they move in and this is too much cost for them, while they have risk of 

bankruptcy. 
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Two of them recognized that private facility has established recently around their town. 

Other three mentioned that there are too many valuations of facilities and the quality 

also differ in each facilities and therefore, it is a hard work for them to decide which one 

to choose. One also pointed out private facilities cannot accept elders with dementia. 

Other one also said while they want to choose private facilities, sometimes they cannot 

make choice by themselves due to their affordability of cost and symptoms of their 

body. Other said he likes the private facilities because they have service valuation such 

as recreation activity other than care itself. 

 

Four participants chose to move in public facilities; two of them said they do not think 

private companies are trustworthy enough about bankruptcy risk and quality of services 

and other two said there are too much trouble arose about deposit money and its return 

policy. 

 

Data analysis  

Author assumed that elderly prefer public elderly care facilities rather than private, 

while the fact is the opposite.  There are two main consumer groups observed in this 

research which is elders over 75 years old who prefer private facilities (group 1) and 

other group with 65 or 67 years old participants who prefer public facilities (group 2). 

The following analysis will be conducted based on the division of group 1 and group 2. 

 

Negative attitude towards public facilities were collected from group 1. Their main 

attitude toward public facilities are old, narrow room and far away from cities. The 

second main point they made is the complication of moving process because elders have 

to be admitted by the government as "a patient who need care” with the level from one 

to five depends on how serious the symptom is. Moreover, they have to move out in 

three months. 

 

Positive attitude towards public facilities were collected from group2. Their main point 

is public facilities are trustworthy and they do not have risk of bankruptcy because they 

are run and supervised by government. 

 

While elders in group 1 stated they prefer to move in private facilities, they raised many 

problems and concerns about them at the same time, and these are the reasons why they 
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actually do not choose private facilities while they want to. Their main point is that even 

though they prefer private facilities, the cost is very high especially the deposit fee. The 

second main point is that it is hard for them to choose which facilities to move in, 

because there are too many valuations of facilities and the quality also differ in each 

facilities. Also, they do not have enough facilities which accept elders with dementia. 

On the other hand, they consider private facilities as rich and recognize many private 

facilities has established around their city. 

 

The main negative attitude towards private facilities from elders in group2 is that they 

do not think private facilities are trustworthy enough about bankruptcy risk and quality 

of services. Second main point regards to substantial problems about deposit money and 

its return policy. 

 

Difference between these two age group suggests that elders prefer public facilities 

while they are in age of 60’s, but as they grow older to be 70’s and 80’s they become to 

prefer private facilities more. 

 

Researchers assume this phenomenon indicates that as elders in 60’s grow into 70’s, 

they come to have more knowledge about public and private facilities than younger 

elders, and consequently they have more positive attitude towards private facilities than 

those of public.  

 

From these results, researchers are able to develop a description of elders in Japan who 

are potential users of elderly facilities, as personas for elders group 1 and group2. 

Following two persona are ideal persons of Japanese elders which illustrate how typical 

Japanese elderly thinks and act.  

 

Persona for elders in group1 

Tomoko, female, 78 years old 

Tomoko lives in Osaka, the second biggest city in Japan. Her personal income is 

pension from the government. Recently she started to look for information about 

nursing home because she feels that her physical symptom is too much to take care of, 

for her children who works in companies. She has disability on her knees and she 

cannot take stairs. Recently she tends to fall down with a small difference in level. 



  

 

 39 

Tomoko’s husband already passed away and she lives by herself; her two daughters 

visit her often and help her. 

 

Tomoko has friends who belongs to same age group as her, and some of them have 

experience to move in nursing home. She has heard a lot about her friends’ care 

facilities so she has general knowledge about private and public facilities. What she 

heard is that public care facilities are far away from city and it is hard for family 

member to visit us. Also, she heard most of the public facilities do not have single room 

and those room are narrow and untidy. Also, since the monthly price is cheaper than 

private facilities they have a lot of elders in the waiting list. On the other hand, some 

friends who moved in private care facilities told her the room is so wide, tidy and they 

feel comfortable to stay there with great meal, joining extra activities like tea ceremony, 

paper crafting. This makes Tomoko think private facilities are rich and fascinating 

(affect- how she feels about an attitude object). However, most of those friend tell her 

the deposit fee and monthly fee is very expensive. 

 

According to those information, Tomoko has positive image towards private facility 

(cognition -refers to her belief about an attitude object) and she is willing to choose 

private care facility to move in but she cannot take step forward because she thinks all 

of private care facility will charge her an incredible amount of deposit fee (behavior- 

refers to how she intend to do something with regard to an attitude object). Collecting 

the information is difficult part too. Even she try to find information about private 

facility, it is hard for her to choose which facilities to move in, because there are too 

many valuations of facilities and the quality also differ in each facilities (behavior- 

refers to how she intend to do something with regard to an attitude object). 

 

Persona for elders in group 2 

Sachiko, female, 65 years old 

Sachiko also lives in Osaka, the second biggest city in Japan. She lives with her 

husband, 75 years old, who has disability level 3 out of 5. Recently she started to have 

interest in elder care facility because she has having hard time taking care of her 

husband, as his symptom is getting serious. Their children live in other city so they 

cannot visit them to support her husband’s care. Since her husband has disability and 

have difficulties to collect information by himself, she started to look for facilities that 
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she can let her husband move in. However, she does not have any friend who have 

experience to move in such facilities. As general Japanese people think “public” is 

always safe and trustworthy, she also vaguely believe that public facilities are more 

reliable than private facilities (cognition -refers to her belief about an attitude object). 

Since she uses Internet as a searching tool, she has looked up the information about 

private facilities as well. However, she found out that they will charge her a lot of 

deposit and monthly fee. This made her possess negative image about private company 

because they charge her a lot while their businesses are not supported by government 

and it seems unsecured (affect- how she feels about an attitude object). Therefore, she is 

going to apply for public elder care facilities even she has to be in a long waiting list to 

move in (behavior- refers to how she intend to do something with regard to an attitude 

object). 

 

To sum up, these two persona suggests that private elder care facility needs to change 

its expensive image towards both group 1 and 2 because it is the biggest reason why 

elders in group1 hesitate to take an exact action to move in. Especially, expensive 

deposit fee should be lowered to some extent. For group 2 elders, industry need to build 

trust against public facilities. 

 

4.2 Macro environment(PEST analysis framework) 

4.2.1 Political 

Japan  As mentioned before, “Nursing care insurance system” in 2000,as an encourage 

policy, government provide financial support to private elderly care companies, with 

customer can only pay 10% of all care services. Elders have freedom to choose services 

provider from a huge amount providers, because of the same service prices among 

private and public companies according to this policy. Meanwhile, Japanese 

government recently started to plan more comprehension of regions so that each of the 

region can provide suitable care for its citizens; they came up with this because they 

noticed that there is an imbalance of aging population rate and its growing rate depends 

on region (Ministry of Health, Labor and Welfare, 2015). Also, they plan to assemble 

accommodation, medical, and prevention care together for the elderly and the region 

will have authority for this; the government is planning to start this from 2025 (Ministry 

of Health, Labor and Welfare, 2015). 
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Sweden  As stated before, no matter public or private elderly care companies, all by 

municipality responsible. In terms of financial support, as the interviewee said(appendix 

A), private companies didn’t get any financial support by government. 

 

4.2.2 Economics 

4.2.2.1 How elders charge the services   

Japan  As of 2011, 60% of private elder care facilities charge deposit fee from new 

residents because the Ministry of Health, Labor and Welfare allows private elder care 

facilities to charge residents “the deposit of whole or part of the rent that the resident 

will pay until the end of their life in the facility” (The council of senior housing industry 

executives, 2011). As of 2014, the most common price of the deposit was 3980,000 JPY 

(about 265,300 SEK) but it was 17530,000 JPY (about 1168,600 SEK) before 2000 

(Yohitake, 2008).This deposit ensures the right for the elder to use the facility for 

lifelong (The council of senior housing industry executives, 2011). 

 

Since the deposit fee differs in all facilities, this issue is controversial for elders because 

sometimes it is unclear for elders what they are actually paying for (The council of 

senior housing industry executives, 2011). Also, elders often have trouble with its 

redemption fee (The council of senior housing industry executives, 2011). 

 

Troubles occur regarding to the deposit and its redemption fee is one of the most 

common trouble between elders and facilities(The council of senior housing industry 

executives, 2011). 

 

Next Co., Ltd (2012c,d)made a comparison how much do elders have to pay if they live 

in either private or public facilities. 

 

Both of the facility charge same amount of care service fee (10%), but there are big cost 

difference in living cost, meal and other services. For the public facility, no deposit is 

needed and elders pay only 50,000 to 130,000JPY (about 3,300 to 8,600 SEK) per 

month (Next Co., Ltd, 2012c). On the other hand, for private facility, huge amount of 

deposit is needed besides the monthly payment 120,000~300,000JPY (about 8,000 to 

20,000 SEK) (Next Co., Ltd, 2012d). 
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One of the reason for this is that public facilities get support from government to run 

business and accommodation from the government while private do not get them 

(Noguchi, 2011). Moreover, public facility can make discount for those who has 

financial difficulties (Next Co., Ltd, 2012c).  

 

Sweden  For household services there is RUT deduction. RUT deduction is a tax credit, 

customers only pay half of services costs, however, this can only use on household 

services. Sometimes, if elders buy elderly care services such as accommodation, they 

can also buy some additional services such as cleaning, washing or anything else in 

order to get this deduction(seniorval, n.d.). For accommodation, senior housing, 

sheltered housing and nursing home are three main types, elders pay for rental, and the 

rental same with normal price, additional cost for additional support, but cannot get 

reduction here. For nursing home, because of the particularity of this type services, cost 

are care fee which is calculated by elders income and other assets; rental of house and 

meal cost(seniorval,n.d.). As interviewee(appendix A) stated, no special deduction on 

elderly care services. 

 

4.2.2.2 Industry development  

Japan  According to Yoshitake (2008), the private elder care facility industry expanded 

after 2000 when government give financial support so it is still a new industry in Japan. 

While the level of competence is very high, it is viewed as a growth industry while 

other industries in Japan do not have big domestic markets in the country anymore 

(Integroup, 2014). Following is a graph showing the number of facilities growth from 

1989 to 2013 (Ministry of Health, labor and Welfare, 2013a). The yellow line shows the 

facility number with left axis and the blue line shows the total number of elders who can 

be accommodated with right axis. The horizontal axis shows the year from 1989 to 2013 

(In the graphic, it is shown in Japanese ara name). 
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Graph 3. Number of private elder care facility, total number of elders who can be accommodated 

(Ministry of Health, Labor and Welfare, 2013a)  

 

Sweden  Graph below shows the number of companies, blue represent the health care 

facilities industry. From the graph, number of health care facilities increasing during 

period between 1998 and 2010 and reach the highest point in 2010, then it shows a 

slight downward trend(Sandström, 2014).  

 

Graph 4. number of companies in the business segments of the life science industry years1998-

2012(excluding sales and marketing) 

 

Compare two graphs above, it is easy to see elderly care industry in Japan is in high growth stage 

while in Sweden this industry is more matured. 
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4.2.3 Social 

Japan  According to Hofstede’s cultural dimensions for 53 countries or regions, Japan 

is grouped in collectivism country which people live in groups, live in communities and 

think of themselves as integrated into a larger whole (Lee, 2005).  

When it comes to advertisement, it is said that boosting of product quality and bringing 

consumers in submission are considered as disrespectful treatment of customers in 

Japan; therefore, comparative and testimonial messages are not desirable form of 

Japanese advertising (Lee, 2005). 

 

Sweden  According to Hofstede’s research, Sweden has the 10th highest rate of 

individualism country where people need to express their personal identity and strive 

for individual success and self-actualization (Lee, 2005). When it comes to 

advertisement, one study showed that emotional value (good atmosphere) is the most 

important determinant of satisfaction for the Swedes (Lee, 2005). Other remarkable 

characteristic is that advertisement in Sweden are more gender-balanced and there are 

no traditional roles represented about men and women (Lee, 2005). Both in Sweden and 

Japan treat “word-of –mouth” as an important marketing component (Lee, 2005).  

 

This indicate that Japanese prefer live with accompany while Swedish prefer live 

individually. In fact, this is true. As study shows, some elders strongly wish to stay at 

home until the end of their lives and their family do not feel comfortable with making 

them move in facilities neither, even though they cannot care them enough in daytime 

when they go out for work (Yamada. A., Sato. E., 2008). As of 2010, only 13.3 % of 

elders (who need care) used the care-giving service of companies (Cabinet Office, 

2010).  

 

In addition in Japan, when they evaluate each nursing home, the biggest point they care 

is their monthly payment whereas second point is quality of care, third is if there are 

enough employees or not and the fourth is the amount of deposit fee (Takase, 2014). 

 

4.2.4 Technological 

Japan  Japanese government promotes “robot revolution” since 2015 which helps care 

service and leads the world technology development at the same time (Tokyo-

Mitsubishi UFJ, Ltd, 2015). 
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It gains attention in Japan since the government announced that they aim at making this 

domestic market volume up to fifty billion JPY (about 3.3 billion SEK) until 2020 and it 

is expected that these robots will help caregivers and elders in the future(Tokyo-

Mitsubishi UFJ, Ltd, 2015). Various technological industries involve in robot creation 

which help elders bath, toilet, walking support, transfer support and fall detection 

support (Tokyo-Mitsubishi UFJ, Ltd, 2015). 

 

Sweden  Mini GPS tracker for people positioning, with small size and long battery life; 

massage board make a bed to massage table; seat cushion in bed help elderly who 

would like to sit on the edge of bed to enjoy a coffee or reading for a while; future 

wheelchair is easy to control, electrical based(seniorval,n.d.)….. many innovation smart 

productions for providing a easier life to elders. 

 

Both countries develop relevant technological product to help elderly care, this should 

not be a threaten to companies, but as assistant, provide a better live for elders. 

 

4.3 Online marketing strategy 

4.3.1 Online marketing strategy in Japan- small case study 

4.3.1.1 Nichii Home (http://www.nichii-home.jp) 

-homepage- 

The website has large labels icons on the top which are “search care facility”, “service 

characteristics”, “process to move in”, “company information” “recruitment 

information” and “request the detail catalog book(free, we will send to your address)” 

The main page “search care facility” divided into six parts. The top content is care 

facility search function which customers can search accessible facility easily. The 

middle section explain what services they provide. In the section below, it has section 

answering common question from elders family (not from elders themselves) and basic 

knowledge about care facility. News about their facility occupies a lot of space 

downside. Mainly, those news are about new-opened accommodation. Other than that, 

they have album page which shows what activity elders engaged in. 

 

 

http://www.nichii-home.jp/
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-function- 

The main function is search function which let customers click the region where they 

live and it takes customers to the page where they sum up accommodation choice that 

region has. Customers can also search accommodation either from full list, new-opened 

accommodation list, or geographic map.  Customers can also refine their search 

according to their needs either they want 24/7 medical support, rehabilitation support, 

accommodation with cheaper deposit or accommodation with cheaper monthly fee. 

Other function allows customers to see details about each type of services they provide. 

 

-services and activities- 

Rehabilitation with physical therapist and occupational therapist, care for dementia and 

prevention of serious symptom, various meal plan, activities such as hobbies and walk 

with support, good quality accommodation, medical support for 24/7. 

 

There homepage have a icon”NICHII Studio”, present a lot of pictures each label a 

activities, with date order. They hold various activities, such as small concerts 

periodically, Calligraphy, blue dye and other folk activities, festival celebration such as 

Christmas day and spring festival, picking, and trip to garden and zoo. Viewers have 

strong impressed that the company provide a colorful life for elders live there.  

 

-other promotional materials and platforms - 

They list the phone number so that customers can call them to request detailed 

information catalog book and make appointment to visit facility. Another thing they 

have is icon to request detailed catalog. There is no other promotional platform such as 

video marketing, online advertising and social media. 

 

4.3.1.2 Watami (http://www.wataminokaigo.net/) 

-homepage- 

The website has large labels icons on the top which are “main page”, “search care 

facility”, “service characteristics of our care”, “event calendar” and “contact us” 

The “main page” sums up all of the information they have. This page is divided into six 

parts. The top biggest section is streaming slide advertise what they want to promote the 

most. Below, there is care facility search function which customers can search 

accessible facility easily. On the right of the search function, there are icons which 

http://www.wataminokaigo.net/
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customers can send e-mail or request them catalogs. The middle part sums up what kind 

of care they provide, answers for common questions, visit request form, the guide what 

process customers have to take to move in accommodation. 

 

The last section is about news regarding to new-opened accommodation, events such as 

seminars about care, finance and meal plan which anyone can join. 

 

-function- 

Streaming slide on the top biggest section advertise the information that they want to 

promote and the slide changes every five seconds. Viewers can click the slide and it will 

take them to the detail information page. 

 

Accommodation search function let customers choose the region they live and it takes 

viewers to the page where they sum up accommodation choice that region has. It also 

has icon “ask question by e-mail” and “request catalog” which takes viewers to the page 

where they can type questions in e-mail form or they can select the accommodation that 

they want to know more and send them catalog. In this page, website let customers type 

their address, e-mail address and answer to the question how they knew about their care 

home. 

 

-services and activities- 

When it comes to accommodation service, their services are composed with meal plan, 

nutrition management, activities and medical support. Besides the accommodation, 

there is a day service “activities” which elders can go and have the service on a daily 

routine without having an accommodation. Also, they have short staying service which 

elders stay in an accommodation for certain amount of period. 

 

It is hard to find out what activities they have since there are not highlighted in the 

homepage, but information was stated in the “service characteristics of our care” section. 

Provided information is few, but they explain that they have at least one activity per a 

day, such as training and stretch exercise sessions. Besides this, they join regional 

festival together, as it is shown in the photograph in the website. Above all, they do not 

have various activities, and information is not easy to find. 
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-other promotional materials and platforms - 

They list the phone number so that customers can call them to request detailed 

information catalog book and make appointment to visit facility. Another thing they 

have is icon to request detailed catalog. There is no other promotional platform such as 

video marketing, online advertising. They have Facebook page, but since it belongs to 

the company’s huge headquarter, not specific information about care facility is posted 

on this page. 

 

4.3.2 Online marketing strategy in Sweden-small case study 

4.3.2.1 Humana(http://www.humana.se/) 

-homepage design- 

In the homepage, there are a few pictures, each of them labeled on type of their services, 

this occupy the largest space. Then is a timeline about their news and events. A contact 

form in the end of the homepage, let viewers can easily send email to contact person. In 

the bottom of the homepage, there are company’s address and contact, as well as link to 

other social network platform such as Facebook and twitter. 

 

-function- 

The basic one is allowed viewer see details about each type of services, present 

customer comments in storytelling way, and provide a guide about how to supply 

services; provide information about company, including financial information, services 

quality and company’s objective and culture in order to let customers know more about 

company, then improve the reliability; provide contact way, address and other contact 

information, and job vacancy for potential employee; an awesome function is it provide 

a download link to a listen tool called Browse Aloud, this tool can listen all material on 

the computer, especially PDFs and words, this is really good for elders convenience; 

provide a search function, with key word can find information that viewer need within 

its website. 

 

-services and activities- 

This company has operations in personal assistance, elderly care, LSS(elderly with 

disabilities) accommodation and individual and family services. In terms of personal 

assistance and individual and family services, now it is the largest private operator. 

As explained in website, personal assistance is to care for people with disabilities;  

http://www.humana.se/
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individual and family services provide care and treatment to all age groups within 

psychiatry and psycho-social change; elderly care and LSS accommodation provide 

nursing home or home care, it depends on customers requirement. In some region, this 

company also have pre-school, primary special school and short-term activities for 

children with multi-disabilities.  

 

On the Facebook, status mainly about activities and campaign they have, each status 

have text with pictures. Because status are in Swedish and FB don’t support translation, 

so author can only try to understand each status by pictures. They hold some sport 

activities or match for elders and other people, such as marathon, bowling, even hockey 

for disabled elderly, other activities such as cooking, baking or watch TV or film 

together. Moreover, many campaign such as speech or Easter celebrations. Viewers 

have strong impressed that the company provide a colorful life for elders live there.  

 

-other promotional materials and platforms - 

They have promotional materials such as films about activities, and interview with 

costumers and employees;news about humanity. In terms of platforms, Facebook, 

twitter, instagram, pinterest, dela and can share with friend through email are what they 

provided. In their Facebook or twitter, most of status are about their activities, in 

narrative form, nothing like commercial advertisement. 

 

4.3.2.2 Attendo(http://www.attendo.se/) 

-homepage- 

This homepage mainly divided into 4 parts, the first part on the top, where has a big 

label--"30 years"; the second part is pictures with services; the third part is recently 

news and events, with calendar; the last one provide a list of company value and 

quality,.On the bottom there are some links directly to services and to other platform. 

The homepage with slight pink background, let viewer fell relax and comfortable when 

view the website. 

 

-function- 

Similar with Humana, the basic one is allowed viewer see details about each type of 

services; provide information about company, including financial information, services 

quality and company’s objective and culture in order to let customers know more about 

http://www.attendo.se/
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company, beside the text introduce the information about company, an key point text 

provided aside; provide contact way, address and other contact information, and job 

vacancy for potential employee; provide a search function, with key word can find 

information that viewer need within its website, and because this is a big company with 

few subsidiaries in many cities in Sweden, so it provide a second search function that 

viewer choose a service, press search, it will shows information about their facilities 

provide that service in that region, and also a map to see the address of each facilities; 

provide link to other official website, in each service pages can link to other official 

website related to this service to provide more information and news about this service. 

For instance, in “home help” website page, a link to “Sveriges Kommuner och 

Landsting ” provide which is explain LOV system.   

 

-services and activities- 

This company provide 4 types services, the first one is home help, covers from care and 

meal services to cleaning, laundry and other household services; the second one is 

retirement house; the next one is services for disabilities, group home for elderly, and 

short-term accommodation for younger; the last one is individual and family services, 

including consultant-supported foster care, crisis and emergency accommodation, 

dependent care, neuropsychiatry for young people and different forms of supported 

housing.  

 

On the Facebook and twitter, status mainly about activities and campaign they have, 

each status have text with pictures. Also because of limitation with language, author can 

only try to understand each status by pictures. First of all. twitter and FB provide 

information almost same but twitter with more activities.  They hold some sport 

activities or match for elders such as mini-golf, and many culture activities such as 

mini-concert, gardening, international dinner/lunch buffet, other activities such as BBQ, 

short distance trip, DIY and some celebrations. Moreover, many campaign concerned 

speech(see from pics). Viewers have strong impressed that the company provide a 

colorful life for elders live there, besides, some status with elders smell pictures, makes 

viewer hold a belief that elderly live there have a high life quality.  
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-other promotional materials and platforms - 

They have news about company’s operations. And platforms are social media including 

Facebook, twitter, instagram. 

 

 

4.3.3 Online marketing strategy comparison between Japanese cases and Swedish 

cases 

Services in Sweden not only for elders but for all age group people, such as disability, 

while in Japan services provide by these companies only for elders.  

 

In the company information page, Japanese website have no detail information about 

company itself and it focus on explaining quality of facility while Swedish company 

have financial information, company goal and culture  

 

Various accommodation types but sometimes there are no enough support or tips to help 

elders to choose suitable one for them, and no search engine within the website in Japan, 

while Swedish company have it which make viewers find what they want quickly.  

 

Swedish companies provide link to other official website, and big company have FB or 

twitter and other promotional things while Japanese companies have not.  
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5 Analysis and discussion 

5.1 Strategic position 

For Japanese elderly care market, some opportunities and threatens conducted from the 

PEST analysis. 

 

As aging population keep increasing, there are a large amount of potential customers 

and large potential market, with new encourage policy which provide more financial 

support come out, running business about elderly care seems become easier, this may 

lead to more new entrants enter the market, which will expand the competition in the 

market. As elderly care industry gradually developing, this is also a good opportunity 

for company development.  

 

Strengths and weaknesses conducted from consumer’s behavior, from the result of 

interview, private companies have facilities with good condition while public facilities 

are old, also private have private room and good services quality, but cost in private 

elderly care facilities is really high especially a large amount deposit resist elders 

choose them, besides, some elders hold the opinion that private companies have 

bankrupt risk, lack of reliability. 

 

5.2 Strategic choice 

The result of Japanese elders general view towards elderly care facilities indicate that 

there are two main problems in private elderly care facilities that elderly think. The first 

one is the high deposit cause elderly costumers hard to afford the high cost, no matter 

positive or negative attitude towards private elderly care facilities, all of samples 

researchers take interview hold this opinion, thus this is the crucial problem. The next 

one is the private elderly care facilities have a bad image which is lack of security and 

easy to bankrupt, this lead to elderly costumers hesitate to choose private elderly care 

facilities. As mentioned before, when customers evaluate each nursing home, the 

essential points are cost and services quality. As a consequence, the basic goal of online 

marketing strategy development is lower deposit and establish a safety and security 

image. 
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The target audience is elders obviously, but actually, as stated in cultural, in Japan the 

first receiver who receive the online marketing signal send by companies are elders 

children. Thus companies target audiences should be both elders and their children. 

 

Mouth-to-mouth is the best way--easy to complete and sufficient--for companies to do 

marketing, and indeed, Swedish companies already do so, as the interviewee(appendix 

A) said, mouth to mouth is a better way to do marketing, what people say about them is 

important, besides, from the website we can also see that companies treat costumer’s 

comment as an practical promotional material. Furthermore, as explained in cultural, 

“word-of-mouth” is an important marketing component in Japan(Lee, 2005), so main 

marketing method is word of mouth is easy to understand.  

 

5.3 Strategy in action 

Researchers would like firstly give advice on solving the high deposit. Those deposit is 

for initial cost for elderly care, including care service fee(10%), living cost, meal and 

other services, and government previous policy is to support elderly affordability not for 

business running, even though later “nursing care insurance system” come out and it is 

to support running business but this is far from enough. This problem seems hard to 

solve through online marketing strategy, however we still have some suggestion from 

marketing perspective to help solve this to some extent. Our suggestion is that as a 

company, to run some other business rather than only elderly care facilities, use that 

profit to support elderly care cost, then company can lower their deposit or even without 

deposit. In fact, as stated in background, first  market enters are enterprises running 

other business, especially architecture farms(Noguchi, 2011), inspired by this, 

researchers claim that this is a good way for companies to gain initial cost for provide 

care services and facilities. For big group companies this is easy to realize since they do 

have other business, for relative small companies, they can cooperate with retailer for 

elderly production, do advertising on their website, advertisement profit can as an 

revenue resource, furthermore, since elderly care facilities have accommodation,  they 

can also do real estate business. 

 

To establish a good image, the main marketing method should be word of mouth, from 

online marketing perspective, consumers’ comment is an essential resources. Actions 

could be taken from several aspects. Initially, attract more customers, to another word, 
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let more people know the company. Refers back to target audience explained earlier, the 

important objects should be children instead of elders. Many actions can help attract 

more customers,for instance, SEO technique which means use more key words for a 

higher rank in search engine; use social media and make a video or other promotional 

material in order to get access to customers with multi-channel; hold more campaign to 

create more chance let people see the company. By compare case in Japan and Sweden, 

researchers found that Japanese companies lack of promotional platform and campaign, 

since children choose care facilities, it is better for them to engage in social media and 

get connected with customers and customers family, and more campaign provide more 

chance let both elders and their children see the company, it is a good method to enlarge 

company influence. 

 

After “getting” customers, the next step should be try to “keep” them. The core point for 

achieving good comment is good services quality. Services in Sweden are similar 

between different companies, no matter public or private, the difference is quality of 

services, this quality not only better services, but also activities they provide, or 

accommodation surrounding and anything that have influence on elders life quality.  As 

stated above, in Sweden, each private company provide various activities for elders, 

such as sport activities(hockey, golf, bowling), culture activities(gardening, trip) and 

celebration(festival and birthday), cooking and baking together in Swedish elderly care 

facilities is a such normal thing. These can greatly color elderly  life. In Japan, 

companies do have various activities, but companies fail to emphasize this content 

because activities information on the homepage only occupy a small corner, and the 

companies do not have FB or other social media to record their activities like Swedish 

companies did. In fact, the company should pay more attention to activities description 

because it not only allows consumers to feel the company is very attractive, but also 

allows consumers to feel that  facilities are much better than home because the elderly 

are more happy to live there.  

 

Another way to “keep” costumer is let them see the comparative advantage, that is to 

see emphasis company’s strength on the homepage, Japanese culture suggest that 

comparative and testimonial messages are not desirable form of Japanese advertising, so 

a way can achieve this is provide more information about company. Swedish company 

not only state their services on website, but details about company as well, details 
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including company’s goal and culture and financial information, this can both build 

comparative advantage and improve reliability. Considering that Japanese companies 

treat financial information as trade secret, companies do not have to provide same 

information as Sweden did, but more information is important indeed. 

 

Actions for “get” and “keep” customers are intend to get good comment, since present 

customers comment is a good way to build image about reliable and a “word of mouth” 

marketing. Swedish company provide comments while Japanese company do not pay 

attention to this. Japanese website engage in one-way communication from company to 

customers, so it is better to increase interaction with customer.  

 

In Japan, children don’t want to send their parents to elderly care facilities, this is the 

result of culture, elders want and like to live with their grown children, and children be 

influenced by traditional culture think they have to take care of elderly parents. 

However, in fact, children have a full-time job, and this make them confront heavy 

pressure, home care is not good for society to a certain extent. When private do promote 

actions, emphasize on they can provide a good atmosphere especially suitable for elders, 

and deliver not only information, but also image that elders live in elderly care facilities 

is better than in home cause this is an improvement of elders life quality, reduce 

children’s worry. After all, ideas can change with the time ongoing.  

 

In elderly care market, consumers are elders, due to this particularity, safety and 

security are super important factors, and bankrupt lead to elders have more insecure 

feeling in Japan, so it is crucial for companies to establish an image of high reliability 

and safety and security.  Promotional material such as films and news are the way that 

Swedish companies choose, to deliver a message that "we are a very socially 

responsible company, and our services are intimate, high quality while costumer 

evaluation are really high",  then companies illustrate costumer’s comment on their 

website, as an evidence to support the message, and more information about company 

contribute some as well. Japanese companies can lean from Sweden, except for 

comment and company information discussed before, also use other materiel to support 

it.  
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Moreover, another problem in Japan is elders have no idea which private elderly care 

facilities is the best choose for them because there are so many private elderly care 

facilities existed in the market. Sweden have a really good solution, seniorval is really 

good as a compilation website, this website provide all information about elderly care, 

such as services, accommodation and municipality policy and other information,  and 

have a checklist and tips for elderly to understand what services they need, let the 

choose easier and clear. Take Japanese elderly care facilities as a whole, they can 

cooperate with each other, to established a website to do the compile, take seniorval.se 

as an example to learn, and can do a simple questionnaire in addition to tips and 

checklist, a few simple questions, each with options, by finish this questionnaire, advice 

on what type of services is more suitable conducted auto, then elders search this type of 

services in a specific region, can easy find the best company choice. 

 

For an individual company, as elders have no idea which company is better, so if one 

company can grasp this “blank” to promote themselves with huge promotional force 

and emphasize the company is good or even the best, it will be a good opportunity to 

attract more elders, this is a trick.  

 

More general, checklist, tips and simple questionnaire mentioned above can also 

employed in a single company, on the website, can provide a option link to this, and the 

result is the recommendation of services or combine services in the company. Keep in 

mind that if do this function, questionnaire should keep short and do not have open-end 

questions involved considering that more complicated, more difficult for elderly to 

complete it. 
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6 Conclusion 

The purpose of the thesis is to find out the root cause why Japanese elders do not choose 

private facilities even though there are society demand to magnify the number of care 

facilities and give strategy advice for Japanese private elder care industry from the 

Swedish online marketing perspective. 

 

In order to meet the purpose, authors setup two research questions. In this chapter, the 

answers for these questions will be given. 

 

1.What attitude Japanese elders have towards public and private elderly care facilities in 

Japan? 

 

It is remarkable that authors found out that many elders actually prefers private facilities 

over public facility but they do not take step to choose these facilities because of its 

high deposit and monthly prices. According to the interviews the authors conducted 

with Japanese elders, authors could segment the consumer group into two which are 

“elders over 70’s”and”elders in 60’s”. The author name them as group 1 and 2 and 

proposed persona for each group. Group1 tend to prefer private facility over the public 

while the group 2 tend to prefer public facility over private one. 

 

According to the description of persona, it became clear that private elder care facility 

needs to change its expensive image towards both group 1 and 2. The high deposit and 

monthly fee are the biggest reason why elders in group1 hesitate to take an exact action 

to move in, even though they have positive attitude toward  private facilities. For group 

2 elders, industry need to build trust against public facilities. 

 

2. How Swedish elderly care facilities do online marketing and what can Japanese 

companies learn from them? 

 

From the PEST analysis and analysis of online marketing of both countries, authors 

derived some advice about strategic position, strategic choice and strategy in action for 

Japanese private elder care industry. 
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PEST analysis provided a base for Japanese private elder care industry what they have 

to know about threat, opportunity of the domestic market and what they have to grasp as 

an environmental difference when they try to learn elder care from Sweden. In this 

thesis, PEST analysis made it clear what and how Japan can learn from online 

marketing utilize in Swedish private companies, with caring what environmental 

differences they have. 

 

For industry strategic choice, authors suggest Japanese private elder care industry to 

develop their online contents to show viewers lower deposit fee and safe and secure 

image of industry. 

 

According to the PEST analysis and online marketing analysis, for detail strategy in 

action, authors suggested Japanese elder care facility industries to: lower the deposit fee 

by running other business, expand promotional platform on website such as social 

media and video contents so that companies will have more interaction with customers 

and their family, emphasize activities involving the elders family, provide more 

information about company so that it will remain in customers mind, create industry 

website to list all of private care facilities so that customers can easily find suitable 

facility from them, state strong message online such as "we are a very socially 

responsible” to show they are secure and safe as much as public companies, make 

customers have at-home image of facilities. 

 

This study contributed to approach elder care problems in Japan from marketing 

perspective, while previous studies focused more on policy recommendations. It also 

investigated elders view towards private facilities over public facilities and provide 

online marketing strategy for private facilities industry in order for them to compete 

with public facilities. Also, it made a base for Japanese elder care industry what they 

have to know about threat, opportunity of the domestic market and what they have to 

grasp as a environmental difference when they try to learn elder care from Sweden. 

This can also contribute to develop attractiveness of industry from more elders, as well 

as to improve elders’ quality of life in a small extent. 

 

For the further research in this area, according to society culture in Japan, children make 

decision on choosing elderly care facilities in stead of elders, due to the limited time and 
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resources, authors cannot find out whether this is the truth, and if this is the truth, do 

interview to those young generation to find out when they view website what are the 

factors influence their decision, and to what extent their decision making process based 

on website. As elder care industry is one of the growth industries in Japan, more 

marking studies are in need not only on online strategy but on marketing strategy as a 

whole. Furthermore, management is also a research direction to solve problems existed 

in elderly care industry and help to improve elders quality of life.   
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Appendices 

Appendix A. Semi-structured interview with employee in Linne 

hemvard (private company in vaxjo) 

Q: Why you decided to do a business about elderly care? 
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A: This company started in 2012, bu two guys who had been working in the 

kommun(which is the public one in vaxjo). They fell that it did not work, there are not 

enough quality, that’s the thing and they think they can do this better. 

Q: What kind of quality do you think? 

A: I think mostly was like...the time. When you are out to meet the old people in their 

homes, they feel like it is... You have 30min and you have to go because there are so 

much to do and a lot of different people that they met everyday. So the organization 

wasn’t good, they feel it is important to delete extra things in order to save time. For 

example, if it said on the paper that you should do those things, then you cannot do the 

other things even just take 10s. 

Q: What are the difficulties when doing the business? 

A: There are a lot of paper work.......... One thing common in Sweden is that we need 

educated people. Not nurse, but “undersköterska”(educated nurse assistant), they can do 

part of nurse job such as give medicine. There are so few  undersköterska, so state try to 

get more people educated. 

We have difficulties with marketing too. Cause it is a little bit sensitive, we are not 

allow to market anyhow. So it is possible to get free publicity, if a paper wants to write 

about us, not we put in an advertise. So the better way to marketing for us is what 

people say--mouth to mouth, and free publicity, let people see us. And we have car, our 

jacket with our sign. 

Q: Why you do not choose more nurse as educated people so few? 

A: Nurses almost only do medical things, the other can do other services in their home, 

like cooking, shopping, cleaning, laundry and showering. 

Q: What kind of public support you need and what they already provided? 

A: We do not get any economic support. What we have is state thing for people who 

don’t have jobs, by them we can get some fund. 

Q: You don’t get any tax incentives? 

A: For cleaning part, RUT is what we have, and state talk about change it to 70% and 

30%, it is in processing, but only in cleaning, not in elderly care. 

Q: What are your marketing strategy? Except mentioned before, anything else? 

A: As I already tell you, we cannot do any advertising because of sensitive, we have our 

sign let people see us. And if somebody call us, say they need support some activities, 

we can do that with place our sign somewhere. And we have our inside ad, like a poster, 

we deliver it to people. And we have our homepage, Facebook page. 
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 At theater, they have big thing with lecture for old people, we can do marketing there. 

We did in February, that was nice, really good. When company started, on of strength is 

we have many countries, costumers and staff, many language, like Spanish. After we do 

this, because almost only Swedish there, after this we have more and more Swedish 

now. 

Q: What kind of services you provide? 

A: We have personal care like showering, and house thing like dish, cooking, cleaning, 

laundry and shopping, and follow old people to take some activity, to social. And yes, 

they live in their own house, we always go their home. And one more thing we strength 

is we have nurse, not all private company have nurse their own, some only provide 

services like cleaning. Nurse can do medical thing, give medicine, and old people have 

close contact with nurse before doctor. 

Q: How about the price? 

A: For the cleaning, we can decide the price by ourselves, and we are low, this price is 

calculated by service type and time they need, it is not fixed. For elderly care, we are 

same with kommun. It is depends on how much help they need and how much their 

pension. Old people can set help to state, not easy but possible. 

Q: Why you choose this location? In vaxjo and in the opposite to kommun? 

A: Guys start the business live here. And this is a good place, many walking here, in the 

middle, easy to see us, except for parking. We provide service to their home, so location 

is not a big problem. 

Q: How to compete with Kommun? 

A: No differences with services. We have better and higher quality, we work in small 

groups, so more family for elderly, 2 or 3 people one group, then old people will feel 

more safe and familiar with them, like part of family. 

Q: Because there are not enough educated people, will you employ people without 

educated? 

A: We will. Because people think get educated is not worthwhile because of money, 

and we need more people, we have some small training for those who don’t have 

educated, they won’t work on their own, but go with someone to learn. Definitely, if 

educated, you must have a job. 
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Appendix B. Phone structured interview with Japanese elders 

An attitude interview about elderly care facilities(高齢者施設に関する意識調査) 

Question1. If you choose to move in whether public or private care facilities, which one 

do you 

choose(あなたが高齢者施設に入居するとしたら、国営のものと民営のもののどちらを選びますか)? 
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Question2. What attitude do you have towards public elderly care 

facilities(公営の高齢者施設に関してどのような印象を持っていますか)? 

Question3. What attitude do you have towards private elderly care 

facilities(民営の高齢者施設に関してどのような印象を持っていますか)? 

 

Answers for an attitude about elderly care facilities 

Female1 (78 years-old)[女性１(78歳)] 

Question1. I prefer private facility(民間施設がよい). 

Question2. Public facility seems to have small and un-tidy rooms with many other 

residents(公営は部屋が狭くて汚いイメージがある、遠い). 

Question3. I have an image that even though they are expensive, rooms are wide enough 

and they are single rooms. I heard my friend does not want to get out of the room 

anymore because it is very comfortable to stay 

there(費用が高いが、部屋も広く一回入居したら居心地がいいため出られなくなるというイメージ). 

 

Female2 (78 years-old)[女性２(78歳)] 

Question1. I prefer private facility(民営施設がよい). 

Qusestion2. Public facility are far away from cities and it is hard to access there. If I 

move in there, my family will not be able to visit me often due to the distance and I will 

not like it(公営は遠い、郊外が多いから家族にも来てもらいにくい). 

Question3. Private facilities are expensive. It costs around 20,000Kr per month to stay 

there with rent, meals and other services. If I am afford of the expensive cost I will be 

willing to choose to move in private 

facilities(費用が高い。家賃、食事代、その他入れて30万くらいするイメージ。費用さえ自分で難な

く賄えれば選択したい). 

 

Female3 (78 years-old)[女性３(78歳)] 

Question1. I prefer public facility because my husband stays one of the public facilities 

and we feel comfortable staying 

there(公営施設がよい。現在扶養者が入っているところが良いから). 

Question2. I did not expect this from the beginning, but my husband’s facility has wide 

room with kind employees. However, we have to move out this facility in three 

months(入る前は分からなかったが、部屋は結構広くてきれいだし職員さんも優しかった。しかし現

在入居しているところは3ヶ月で出ないといけない). 
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Question3. I just have an image that there are too many valuations. I cannot recognize 

their differences from public facilities(種類が多すぎてもはやあまり違いが分からない). 

 

Female4 (77 years-old)[女性４(77歳)] 

Question1. I prefer private facilities(民営施設がよい). 

Question2. I heard many people applied to move in from the very early time before they 

actually want to move in because they have to wait for a long 

time(みんな早いうちから申し込みだけして待っているらしいと聞く、順番待ちが長い). 

Question3. I recognize some private facilities has established recently. I have an 

impression that they are more expensive than public 

facilities(近隣都市に増えている。公営施設よりは費用が高いイメージ). 

 

Female5 (80 years -old)[女性５(80歳)] 

Question1. I prefer private facilities(民営施設がよい). 

Question2. I know they have more than 100 elders on their waiting list. Moreover, in 

some facilities residents have to move out in three 

months(100人以上の長い順番待ちがあるのが普通である。その上時間制限もあり、入っても3か月

で出ないといけない). 

Question3. The quality verify from good to bad depends on the facility. Also, since 

there are many kinds of accommodation, it is hard for us to find the suitable one for 

ourselves(上質なところから低質な施設まで様々 ある。そして種類が多すぎるため、自分にあったも

のを調べるのが一苦労である). 

 

Female6. (67 years -old)[女性６(67歳)] 

Question1. I prefer public facilities(公営施設が良い). 

Question2. First of all it is reasonable and they seem reliable because the government 

support their business. Also the price is reasonable(安い、経営基盤がしっかりしていそう). 

Question3. The deposit fee is too expensive and I heard there are many troubles occur 

regarding to contracts and the redemption of 

deposits(入居一時金が高いし、契約上の問題が多い). 

 

Female7 (65 years old)[女性７ (65歳)] 

Question1. I prefer public facilities(公営施設が良い). 
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Question2. The foundation of the business seems firm because it is public and they are 

not going to bankrupt. I prefer living in such place if I wish to stay in the 

accommodation for a long 

time(経営が国に監査されているのでしっかりしていそう。住み続けるなら安定したところの方がよ

い). 

Question3. I feel anxious if they are providing good care quality. There might not be 

enough 

employees(しっかりしたサービスを行っているのかどうか不安。従業員が十分でないかもしれない). 

 

Male1.78-year-old[男性１(78歳)] 

Question1. I have an impression that private is better, but I cannot recognize the detail 

differences(民営が良いという印象があるが、種類も多くいまいち違いが分からない). 

Question2. I have an image that their facilities are old(古そうなイメージがある). 

Question3. I heard it charge us a lot of deposit fee when we move 

in(入居一時金が高くかかる). 

 

Male2. (80 years-old)[男性２(80歳)] 

Question1. I prefer private facilities. However, I think I cannot make choice by myself 

because it depends on my family’s financial state. Also, if my physical symptom is not 

in a good state and I do not have ability to make decision, the choice will be made by 

my family 

members(民営が良いが、家族の金銭的な状態、自分の病気の状態など考慮すると個人で選べるもの

ではないと思う). 

Question2. The moving process seems too complicated because we have to be approved 

as “person who need care” with five levels. Also the number of employee in public 

facilities seem 

insufficient(公営のスタッフは人数が少なそうである。要介護認定されてないと入れないなど、手続

きが複雑). 

Question3. I recognize they have built new accommodations around this city recently, 

but it is expensive since it costs more than 200,000 JPY (about 

13,000SEK)(近隣に沢山出来始めている。ひと月20万以上はするので費用が高い). 

 

Male3 (79 years-old)[男性３(79歳)] 

Question1. I prefer private facilities(民営が良い). 



  

 

 77 

Question2. Public facility is far away from city area. Also, the application regarding to 

the approval form government sounds too 

difficult(遠いところにある。要介護認定などの審査が難しすぎる). 

Question3. I have good impression as a whole but seems they do not accept dementia 

patients(総じて好印象だが、認知症の受け入れがあまりないのが難点). 

 

Male 4. (78 years-old)[男性４(78歳)] 

Question1. I prefer private facilities(民営が良い). 

Question2. Public facilities are far away from city and it seems cheap and low quality. It 

sounds scary for me(郊外にあり、安くて怖いイメージ). 

Question3. They charge us high deposit fee but it is scary that they may go bankrupt one 

day. Also, I recognize some of them are high quality but some of them are 

not(入居金が高いが倒産する可能性もあるのがこわい。上質なものから低質なものまで様々 ある). 

 

Male5. (88 years-old)[男性５（88歳）] 

Question1. I prefer private facilities(民営がよい). 

Question2. I heard one of my friend who stayed in public facility was told by them to 

move to private facility when his symptom got worse. It makes me think those 

requirements are too 

complicated(ひどい病気になったら民営に行くよう言われたことがある。そういう審査がややこし

い). 

Question3. Seems like residents can feel intimate with the people in facilities because 

they have many activities besides care 

itself(介護以外にも様々 なアクティビティがあり親しみやすい). 

 

Male6 (65 years old)[男性６(65歳)] 

Question1. I prefer public facilities(公営が良い). 

Question2. Their business and quality seem reliable because they are supported by 

government. They will not become insolvent 

neither(管理とかがきっちりしてそうだし安いし、倒産もしない). 

Question3. Troubles about the deposit, amount of redemption fee always troubles 

residents(契約とか解約に関するトラブルが多すぎる。償還金これくらいあるはずだったのにとか). 
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