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The Study on service quality and satisfaction levels for Family

of Long-term Care Facility resident in Taipei
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Abstract

Aging population is an issue commonly seen in developed countries. Taiwan expects
its senior population to rise from 7% to 13.5% in 24 years (from year 1993 to 2017 ) .
Facing this inevitable social trend, the government started to promote long term social
caring programs. Although these programs are not among the main streams, their
existences are still vital. This research targets the residents reside in the long term
social caring centers of Taipei city and county, aiming to understand the satisfactory
level of the services provided by these centers. Questionnaire was the main mean of
research; the study was also supported with interviews to provide in-depth analysis.
With information gathered from 14 caring centers and 400 questionnaires. The
research aimed to provide unbiased results and recommendations for the industry. The
followings are the findings of this research:

1. There were differences in the category of “reliability” for the family members

of those who paid NTD 25,000 for their caring fees.

2. The ranking differences of the caring centers reflected a variance in the
category of “overall satisfaction” in the research, as well as other associated
categories. Caring centers of A+ and A rankings received a higher

satisfaction than B ranking centers.

3. “Responsiveness” received the highest satisfaction according to the family

members of the patients.

4. “Reliability” and “Overall satisfaction” were significantly higher for those

stay in condominium and villa type of caring centers, as oppose to those stay



in apartment type of caring centers. In the “Caring” category, condominium
type caring centers received a higher satisfaction level than apartment type.
As for “Appearance” category, villa type of caring centers was well received

by the patients, followed by condominium type then apartment type.

Key words: Long term caring center, service quality, satisfaction level
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Ep ﬁﬁ@ﬁT“?h*‘féiﬂﬁﬁﬁﬁﬁﬂ*QiiFF{FFEEdﬁﬁﬁu T R R Y
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	三、台北縣滿意度現況分析
	如表４－２３所示，住民家屬在台北縣滿意度各細項以「反應性」得分最高，其他依序為「保證性」、「關懷性」、「可靠性」，而以「有形性」得分最低。而「整體台北縣滿意度」平均為３．８１，標準差為０．４０。
	表４－２３台北縣服務品質之五構面排序



