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ABSTRACT

Case management has been widely by NPOs since the increasing complexity of the client’s
problem. Case management is a process for helping people who lives are unsatisfying and
unproductive due to varieties of problem, so that the process itself always involves several helpers
from different professions. From the view of service management, case management is “process
approach” of service integration in order to improve the service quality and service performance of
organization through customer’s feedback. The study attempts to explore how NPOs in Taiwan dedl
with the casement, what limitation and difficulty they will get in the case management, and finally,
how to solve these problems.

The method used here is qualitative analysis. All the data were collected by open-ended
interviews with social workers who work in NPOs of aging, child, disable in Taitung. There are 4
factors (Organization, Personnel, Process & Performance) taken into consideration. The summary of
research result isin the following:

1. Planning and Execution of Case management in organization

(D) In the factor of organization, there are some different about the authority & responsibility
shapes in organizations. The application of information technology is insufficient.

(2) In the factor of personnel, the method of communication is that case managers
communicate with clients through face to face or by telephone. The supervision system is
not developed. The supervision of case managersis by self-supervision or staff-supervision.

(3) In the factor of process, the case management is standardized, documented but rarely made
publicized. The feedback system hasn’t developed yet.

(4) In the factor of performance, the Evaluation of performance comes from the subjective
assessment of organization.

2. The difficulty that case managers will encounter in the operation of service process

(D) In the factor of knowledge & skill, it lacks of professional or qualified personnel to train the
case managers. All the knowledge & skills of case management depends upon supervisors
only.

(2) In the factor of external resources, it’s hard to coordinate resources due to lack of referable
external resources.

(3) In the geographic factor, the availability of services may be limited by the traffic problem.

(4) In the factor of control system, control system of service management is not set up in

organization. It shows the gap of service in case management.
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The result revealed 4 suggestions as following for case management in NPOs.
(1) Strengthening the planning and management of non-profit organization, and the training,
awareness, competence of case manager.
(2) Using the information technology to establish the common platform in order to make case
management service visible and public.
(3) Coordinating resources through the strategic alliance mechanism
(4) Engaging in process control and evaluating the service performance to keep continuous

improvement of the integrated service in case management.

Keywords: Case management, Service management, non-profit organization, Client, Case manager,

Resource.
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¢ 45 137 ® F K& % & (Evaluating the need of request) ~ 2.% = % 2 T #
(Determining client eligibility) ~ 3.3+ % PR i eh = % v % # (Planning for the
provision and arrangement of services) ~ 4.% # JR 52~$§] i# (Arranging for the
delivery of services) ~ 5.3 & JR ix (Providing services) ~ 6.% 7 /K i'z»ﬁiﬁ i#
(Overseeing service delivery) ~ 7.i& (7 e 4 2 7| iF = PR 7% P & (Recording
progress toward service goals) - # §&® (1991) %% p #H 3 - ¥ 7 B % ¢

W2 FIFUEE 1 FIRAEREP 2 0 doB 2-40
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R4 FERVREGFA DR 0 FEIRE UIRIEE G R Y R T RORE
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(Sl S A
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A
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5 AL § B R 2 e R e Tl E 2R
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I TR Fmi B Al PR EIRERNE BRERE LS
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21 BAHRFPRECH L CRFBEFIEBFE-BEFERRAELER

BEREREFTH Y REBFEFES IR FkpRTAR
BRNLE TS O R Rk 2 B EE PRV R "Mt 2 & R
T AR | B |l %Rk 1% = B 1% 12 L& 28
2.3F £ AY i 2.2 % 2.% %% 1 F#
3.% 1 8 3.4 41 335 & R AR ch i
v
4.5 R 4.5 @ F R o
, 4.% PR I3 G5 i
5.0 gl 5.5 & I
) ‘ B 5.4% & JR 7%
x gt R om 8RB 6.3 KM Tk
% 6.5 PR % 6y 3%
| LR R B EB !
7.8 (TcdrE Tl E
+ IR PR
X g A £
s B ik B o
» F R w Rl W -
i

Boll.d 5 LRz BFehg i Ed o
2ER FABEA LA AR BB NN L TR R

KA MR AR o

ﬂ};%?/:‘_ﬁ 1;?\']%‘?5 1;%‘\]%;—%&’ 1??‘-1%_%]1
4
y 2K 5 2. & ¥ 2. & &
3.16 # ¥ 3.0 ¥ %

PR Ay flen gy R Fivah g B EY o b g
T oo I A AT E (CORPS)X\QJLFIg THEAFER T BAAFEFAYL C
— Clients » PR 3% 1%t % ; O— Operations » £]¢ % & 2 ¥ 7% ¥ ; R— Resources -
TR A A4 B g?&;&i&f#iﬁ); P— Participants - %Eiﬁ(g%%‘«
AR &3 %) S—Services frAli AR PRI 2T A AT F 2 E 0T
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B R iR T TR R F _E’_ﬁa‘« T E oo BfF o B R (1994)3 G 2R A _Ev_ﬁT;k
hE o 2 AL THIBEE o AR TR e PRERRS o kY
flio g, e o g s

WUREDRBELRE R CAFRETRAEFTRAERE  REAFFLAET TR

B
o b PRAE 0 2EF AL AR B R 2 T ExFm, a0 E

EERRER RIS  F o g fleRm i B Rk Fma v TR R, & TR
et o iy ot DRI E R ) 2 BB M T Al N 2 IRAE e T R T
Wit E oMk -

“7 3} PR 7% (Service) » * H © {#ﬂé_r‘%mxf—{; c v e Bim E A R =
BELZZ AP T RERELNYEFLP FAEME LA T (MM 1997) 1SO
B % AR e 2t 1SO 9004-2 1 1991 R % 1R & oo TR A L T B

&

o
B2 g FbanEd o 2 R EEPRERTAEL 2 8% 0 LR RS R

J‘Eﬂ{

o2 g3 # T RIEH ) (service delivery) & 3 1T Bk F T E L E B
TR R e fe- BIRGE %A G o TRBER B LRE - TRED 0 &
T s - R PEARERA L REITFRRMS RFEBE S A Sk
PR LIEIRIFE K2 RBPREZ Y ¢ 7 %

MR AR RBE YRS PR G I R B A R E T D R
Lovelock and Yip (1996) 4t flpRAxE® h A 0% » R RE L S LB R DF
LTRSS AR AR FRBBZ N S ZHEET FRRRDH D
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RO Wb 3

TR 73

B 2-5 PRI E B A g

T4 kiR - Lovelock & Yip (1996)
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PRAFE g F AR GV s o F R Bk R IR e R

4

’

do B AR H I RIF LR G ol o AT R £ U g R

(James and Mona - 2001 ~ John E. G. Bateson > 2001 ) - # B PR 5% 4% ff e iE 4%

& o

o 2 kA H o A HhEE LR 2 mP AT (H3lA http: //

ceiba.cc.ntu.edu.tw/servmgt/content/ lecture5.htm# PR i+ e %) -

(=)

PRA: B 83 W R A 4 Y

AOOORE R F AR R o BRI E R T B R
TAR B & L) PRIE A B e ¥ A d o

JRF: A B A ¥ PR A4

JRAx A R L W RIFFRFE 0 A RN o - BAE RV IRIERE D
PR FECR T REEFARS o F - BRI R LR

TRs7URHEE  PR:BEADFLFANHERG T o
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,

=
S NGREE S JRFE B S R A R 2 2 R R & (BRI F IR R
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W
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B 2-6 FRABGZ~E
A kiR - J. Al Czepiel, M. R. Solomon, & C. F. Surprenant (1985)
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Roger W. Schmenner(1995)#%- & B JR 7% o3& ff £ B A~ 5 = 3% 5> 1 LR 7%
iz i+ (Service Task) : 2 # B % A4 2 2 R2Z R+ 37 - 2 2 & enRF
F ook g2 g 0 2R 5+ 4% % (Service Standards) © ¥t de i M- PR G F
PAT R F 0 ko Aok B KT AL S.me%]ﬁ kAL
(Service Delivery System) : #-JR 7% 2. 7 & > % 2 H A & N2 > 4o 1 1%
AR TR e 0 = KM e R 2-7 LG IR E A R ERE
PRAS AR bk 5 PRI 2 L s JEd St AR RIRFEE A 0 3 RTHRAR 0
Feo g TERE > BRBRBET o

PRI 1T I
Service Task

Lo

ranslation

g
Feedback

FRIE B ik
SeIJVICG
Delivery Systel

Bl 2-7 B BRI DI & R

78 %k R : Roger W. Schmenner ( 1995)
SRR R AR
BREFIRAE SR 0 B2 PR IR B E S R R R
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FTERAG AR EHPRFEFFE L TR EAEA - AT R
%

KRz EY R DHWEAT Nps 2 2 B QHAEREE TR UG K
B2 €& %4 o JRirEAT LE B LR P (Degree of Divergence) ~ JR 3% i

P 1% (Object of the Service Process)qr ff % # j§ 4] f& (Type of Customer
Contact)= & 4 47 = % » F 2B fFRBF PR E FIL > F 5 B RIRIF G &
AR REAEE KL E =2 %% (Jamesand Mona > 2001) o Tt o -

Pz B AR N AR FER AL 2-2 7T o

4 2-2 JRIFEARKFOLT

EAS A 1.4 B f i — 8 i R 53
2.4 3 M3 — R T 1R
JRFR b p 1.4 5
2.7
3.4

REEZ Bl |LEBEN:RBFLarEF - LR AET HR

BB H T B o 2L BRI R B R R
1;
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James, and Mona(2001)# ' JR % & F g 7 AR 5 - 3 w A F 4k
oo A kALY ﬁiﬁ 41 (output) § & & # (standard) ¥t & > A I g2 iR B 2 FF
m%ié%’ﬁ?%ﬂ@ﬂ&%’@%'@%& AL D RN o PRI

EARH T L B 2847 0 BB Y RIPA LR LD Y LA F LY
R A WA FERT AT BEF R BB EFRLAT
R E BRI N E 2o S S R el T
§ ﬁ%] N
Customer ,
input PRI P2 A
Service Concept
7 VR % i A2 B E
Resource T—%x» Service process Customer
L output
Er S A A4
. I
i EEHE R B EE =2 %o g opl
Take corrective £ . 3 — R R
_ Monitor conformance [ | Establish measure
action to requirements of performance

A

FH AP ERR |
Identify reason for
nonconformance

B 2-8  JR A% AR I )

4%k Jr 1 James A. Fitzsimmons, and Mona J. Fitzsimmons ( 2001)
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TR HR REF G ommE PIARAE D F SR LR A
ﬁ,gggjgﬂgfég,|$)WWﬂ},fH+a$i@ﬁ@¢ oo B
Fau 2 §RF AR ER o - FRY FTIRE 40 F R T R
ﬁﬁéﬁﬂi%ﬁ’?mé~%@ﬁ’ﬁ%—%@ﬁiﬁﬂ?£ﬁ%$g
T - @A B~ (ISO 9001-2000) » FFd ¢ w2 3 -R ot A7 E

(PDCA) = i (Deming, 1986) » ¥ fik * * %7 4 JR 4% i f2 ¢ 4] o P-D-C-A +
PR OH B e

1% (Plan) : & BAEE & £ 2 2y > 22282 P2 EHLNA

2.# 7 (D0) : ¥ % s B A% o
3.4 4 (Check) : £ #Rir2 Fc i ~ B 52 & £ T A2 £ 06422 IR ir -
VN TN N

4.17 & (Action) @ 4 {7 45 35 12 35§ 2o 8 i A2 ox

%mﬁaﬁ’$ﬁ?%£?%@ﬁﬁ#{mﬁﬁ%§gﬂ&¢ﬁ&m
P AR 0 B A R (1998)#- R Ax 1T £ H 32 0 # i BB R () 2-9)4% F
ISR AR EEAY 23T B

FR % % Ko oen
w3l

[ l

AR HHIR T PRAR T E g &g % LR IR B
R Pl B (EE R i B

'Y
‘ & on v 4k JR % £h

=T

= AT AR

B 2-9 JFRF* T

£ 5 M E
Tk R A 2

4% (1998)
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=S RBEF
PRA:E 2 & e B Y & F 0 B R R (1998)4 I o R & F e gEE o JL
Ritedk Bokg o BRI LRT LTI BRELE P FEE
(Standard) ~ i& #2 (Process) ~ % 1 (Structure) ~ % % (Outcome) ~ £ ¥ 5 (Impact)
pF B (Timeliness) »
1.0 % 50 K@§¢ﬂ$mﬁﬁ9ﬁ%ﬂ?ﬁﬁmﬁlﬁ’ W g wE D
TEDEELAE - SRR A B oL E DR
2.4 PR AT TR A LEEE 2L E N e EE R DBEE A
R FRA oI > FEEIRBAE NI BRI LINER VR D
EJRF+ A Rz B g i o
BB HMWATRBESIRDA T 0 F BN T E R
MEh e B A JE R B b SRR 18 e % ¢
A% % T RBEHKREF PR OIRBET RS GFE T LT M
K3 B 1

BEERATRL?OBE D CLSTS

wl

> T ¥ BRI AT R R o g 2t
LR RERAN ST ORL: RAFAAEY > AFELEEET 6 &3
PR L I R R A AR L

o
il
o
r-\
3
=
P

SEF RDBHPFFLFHEPREFI P ORLLFTAFFE I ER
FIRGE?RFEIHARAEAL FROBE? ATFERBEF S 6 0 £ D F

FORFLAG LA FADSTHG -
6.FFR | R FEGRAPIRBEEI EN G REAPRF?EFEHREHT

FALE - BRBFEFCUFAFFIFEIRBET L& FF

FE o RAGREFIRBET > BFFRERFIRBE Feh k(e F v 4

GOR) o A R(1998)inE 0 RIS T T AL F T T e B e FSL
LPR AR 6 Sk 3 P R B s R Ay O R S
AR S -
Zmﬁﬁﬁﬁﬂiiiﬁﬁﬁﬁhﬁﬁﬁﬁﬁﬁﬁi’?iﬁﬁﬁ%%?
FEOEE . SRBES ST F RS
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3mﬁ&ﬁ%ﬁ:mﬁ&ﬁii{imﬁ&ﬁﬁ@g@ﬁjﬁ’ﬂ&?%ﬁ
JRAAA R B N EBREH 2 d IR E R R AR R
BP0 VAR R TR By BRI AR PRI
R Y ARG R 0 4 WD oe BUERIE A J IR DA

AR R A r AR EE  BERE DN SRR
TR INEN > R R E Y Y - T s BIRBAR T ERBORT
T JI R DIRIE B HIRG W F - F o 2T E R B A R

Ffrenp i

R AR 0 L RRBDERERBEFT O GHETEL 2 FF
EERPEHETHEINORBET c BB ETr %) B0 R & T ax
oo Bde L PR

R AR EER O FERELETHED R ABE N R TREPN L
I AP g 7 2 B (1SO 9004-2 1 1991) (Bl 2-10) » A & ™ fg & ~ A £ & R 7%

T E TR OEIRGE L R R T B IR R AR

BRE 2 A6~ ERBPERORBEEF)ERA A A R EHORBEE Y )
Bk Bl bk KPR AR 4E & (Service Brief). i& @ Jf 4 JR 73 42 2 % 3+ (Design
Process) » = = @ 1. PR 3% # (Service Specification) » 2.PR 7% 3% & 2 % (Service
Delivery Specification) > 3. & & ¢ #] & # (Quality Control Specification)  Fr i+ #

LB AT T R EH (R Y )P A %S = F(Supplier’s Assessment) > &
3 PR % 3 s & 47 82 iz iE (Service Performance Analysis and Improvement) » & %
7 4 i 42 (Marketing process)wv 4 % BRI+ R BN 2 3 4 8 L & 58 5 B £ 2R
i x—*—)@iﬂf 2 i G f e 7 IR 7 - (Service needs)z kg % ﬁi% » (Customer input)
' (Customer output) > ok %ﬁf;éﬁ T E

2 PR i+ % % (Service Result) 2. g % j
BV U R RMIRABEH ok fricie kit & koo

(Customer’s Assessment) z
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Interface

i %

SERVICE ORGANIZATION
PR 7% fo B

Service
specification

PR 73 42
Service Design Service
" gj;fg process de_Ifi_verty
i R specification
Ry &= W ir B R
A A
Custonier Supplier
ﬁ%l =
Service A 4
needs —p| Marketing Service
PR 7 R process delivery
o 7 4 i A2 process
PR A% % T i AR
Supplier’s
assessment
i Y =y g
Service performance R E

analysis and

SR N = QAN s B S 1

Interface

Supplier
= e F

i &

Customer
B E

Service
result
PRAE B %

Customer’s
assessment
AR E = E

I improvement

Service measures
JR 7% fiF

<:::> Service needs/result Service process Service process documents
JRAEE R % I:I JR 7% 8 4% E PR 5% i A2 %

B 2-10  JR# & % E
7 # % R 1 1SO 9004-2(1991)
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soeb s IS0 9004-2(1991) 7] M IR Ar F- F ¥ & dpw B HA K 5 0 RP 4e 2
LERBRLFTE: Dh R RE]
AR B HETR R EHERRELEEGELFTRNRARST e i
* R R AA

3EF AR R kg R 22 REFAF- BT IR FuRP
FAARBEF LR fP &
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R

FE RIS 2 AR %2 g § oo
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s

A EER 2 g P GAp g BERAESEd BERHETZ RO EGFFZF % 0 42 -
BEFeheR da PERERSF IR

F;ﬁg_ﬂgﬁjw ;@;p&gég_)éi ho¥ X LU BEE R OEBL s :}’gv}s gﬁgpgﬂsgi’vﬁé—ﬁ&?

7 =2

2T PpIREENNRAE o AR R R 0 M AR 2-11

B 2-11 PRIx &2 et R &

7k k&R - 1SO 9004-2(1991)
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EARE
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B#-EF 4 A F % > 2 PDCA v 5 R » 2 BRBAPME T3 02 &0 (F 5 )
PR mAhdEnfasz 72 24 -

BOW%%ﬁﬁﬁ%%@@ﬁiwfﬁ*uiﬁﬁﬁiiér@ﬁ%@J
(1SO 9001 : 2000) » Fjpt » T B Kk g |, FHhd g BRU DHLET LIFH S
"B E e 2 F 5 ¥ 1SO W% R st 1SO 9004 1 2000 B E R E ¢ 4p
N EN R PRI M AR E L kR T ke 2§
(system approach to management) ¢ ¥ 7 3 & & p {20 % 2 2 F 3 E’%E/g%o %)
ol Es 2T ke g2 B TREAFE P g gap
SRR f v F BRI B L BB R 2 F R TR B AR e

B E S LT 2L ER P
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TR A AP BEENN AR ERAE LSS év’ﬂﬁ\!y’l—%i’if"(%% *

1
FitEgr it mg ot ik T8 BEOAEAFLE 2GR

Y& o & (Validity) & < 5 5% > 6 # &8 £3% > Lincoln 4= Guba(1984)

TR RERFENRLGE DL B ARE AT A 2 (Replication) s 2%
B R E dp
B 4 (Predi ﬁbility)éj F£ 1+ (Accuracy) > F] ot g ] F A /zrl/t/ml B 2R
oA }‘E‘ft%(él Bogr 2 . 2 oE 5, 1006) ¢

\ 3 1% (Dependability) ~ 7% =+ (Stability) ~ - & fl:*_(C sistency) ~ ¥

'\l\.

N ;ﬁT
- "R KB (Credlbilmy) o
TR AT R ’#g?%.;_i_zﬁii AP T EEERFINFY
BRI A o X3 % 2 2 % (Peer Debriefing) s 4p B B % TR SR B

(Negative Case Analysis) 2 4~ 17 J‘ﬂ‘ = & jp] = (Analyst triangulation) & # 77
K TR LR
v & ¥ & (transferability)

T AR dy B £ E TR R £ RISk ok EF AR

1y

\_

chig i & E 2 F Mt > HT 5 F & 4 i (Thick Description) » # § % iz
%%?%E&%ﬁ%ﬁﬁﬁﬁﬁﬁﬂﬁ@%’iﬁﬁ%W$‘i@

?f—_ EERI W e

(Intention) ~ 7 & # 3% & ~ F T >
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FenF o ST ERY Y TR

~ ¥ % 44 (Dependability)

TREGR 2B AERDEEZ P AR - FY s o B FF

=

g‘mﬁ%’ﬁﬂfﬁi,ﬁl‘j&.pzm@

BB ERRP > FLHEAT PN R HAF T hT B R

r ~ ¥ #® 1 (Conformability)

Thrg R RN > Hipdl 2 2L ¥ EF L (Conformability

Audit) » 4 B BT EFR SRR S AL BEEFE 4P hehd 2 (The

Keeping of a Reflexive Journal) > # p chr v {4 - R > £ & § ZF B3

L v e N G
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