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Abstract

This study explores the integration of professional nursing staff as case managers
in the "Long-Term Care Plan 2.0" home disabled physician care service program. It
investigates the importance and satisfaction of long-term care service users regarding
case managers and assesses whether the services meet the actual needs and
expectations of the users. The study adopts a cross-sectional survey method with
convenience sampling, conducting household visits to collect data from cases in
Yunlin County who have been in the home disabled physician care service for more
than three months. Using the Likert scale, face-to-face interviews were conducted
with 122 long-term care cases, starting from November 1, 2021. The questionnaire
included resources for long-term care service cases and basic user information such as
age, gender, education level, etc. Data analysis was performed using IBM SPSS
Statistics 27 (SPSS-27) and Excel, employing descriptive statistics, Student's T-test,
and regression analysis for hypothesis testing.

The survey on the importance and satisfaction of long-term care services showed
high satisfaction in the tangibility items such as "whether the case manager's attire and

appearance are neat and professional,” "the case manager provides health education
materials as needed,” and "the preparation of materials by the case manager meets
your needs." In the responsiveness items, "the case manager assists immediately when

I have questions,” "the case manager has sufficient professional knowledge to answer
my questions,” and "whether the case manager's home visit time is appropriate” also
showed high satisfaction. The SERVQUAL model ranked the dimensions from
highest to lowest average scores as tangibility, responsiveness, reliability, empathy,

with assurance having the lowest satisfaction. Future efforts need to enhance the case

manager's attention to the emotions and experiences of long-term care service cases



during visits to improve the service efficiency between case managers and long-term
care cases.

Regression analysis indicated a significant relationship between importance and
satisfaction towards loyalty; higher satisfaction led to higher loyalty. Hypothesis
testing revealed partial support for H3, H4, and H5, showing that demographic
variables such as education level influenced service quality satisfaction and
importance, with cases having an education level of elementary school or above
perceiving higher satisfaction and importance than illiterate cases. Most cases were
illiterate, suggesting the need for diverse and concrete descriptions of long-term care
services to reduce service gaps due to information asymmetry. Hypotheses H1, H2,
H6, and H7 were supported, indicating a positive correlation between importance,
satisfaction, and loyalty. The gap analysis (IPA) of the perceived importance and
satisfaction of service quality showed that assurance-related items need improvement.
Future adjustments in case manager visitation processes and training are
recommended to ensure long-term care service users feel more secure in receiving
Services.

The results of this study will serve as a reference for improving the service
quality of the home disabled physician care service program.

Keywords: Service Quality, Long-Term Care, Home Disabled Physician Care

Service, Aging Society
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