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A study of satisfaction of using a long-term care service

management system

Student : Chi Yung Liao Advisors : Dr. Graham Yu .

Department of Information Management
The Graduated Program
Nan-Hua University

ABSTRACT

With the quick growing of the aged people population, every kind of
disable people increase a lot and the need of the long-term care also raise. The
long-term care centers in every county become the main source of the
long-term care resource. When it comes to the long-term care in Taiwan, the
main research issues are usually the care servants, the main caregivers, the
care managers’ working pressure, caring experience, case studies, the factors
affecting services, human resource, service units and the policy progression.
The researches about how the care managers use the long-term system are
seldom discussed. Thus, it’s worth doing research on the care managers’
satisfaction of the long-term care management system.

The study is to realize the care mangers’ satisfactions of the long-term
care management system. Therefore, Information System Success Model is
applied as the basic research model to explore how the four factors, system
quality, information quality, service quality and emotional labor load,

influence the care managers’ satisfaction of the long-term care management

viii



system.

The results indicate that:

(1) The care managers’ attitude toward the satisfaction of the long-term
care management systems is positive. To the care managers’ basic data, being
in different areas would significantly affect the care managers’ satisfaction.

(2) The system quality which the care managers use the long-term care
management system would positively affect the users’ satisfactions.

(3) The information quality which the care managers use the long-term
care management system would positively affect the users’ satisfactions.

(4) The service quality which the care managers use the long-term care
management system would positively affect the users’ satisfactions.

(5) The system quality which the care managers use the long-term care

management system would positively affect the users’ emotional labor load.

Key words: Information System Success Model, long-term care service

management system, emotional labor load, user satisfaction
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BrRESAVRALDRBEFTLTAAL A OER -

30412 RBEFRAHERLS R

< 7 =5 Bri
i

PRAR & SVQLT £ ) PRAFPRAR B IL k Bb T 4 R A

(Service H B ARG TIPRIE o
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. , , 3.93 1437
Ak - BRI R SRS o
SVQ4. " R HPRARFRIEE L kAL, T AR A
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# 4-15 #15r 1§ 4 T30 37188 0 &+ 4 T35Hc 41219 Ap A A < ot B
=-0.928 > p £=0.355>0.05 > | & Sk 4ck 4-15 & 7 PN RE & H &

ERFR AR XFRLARPHALER -

2415 2 RPBBREEAHERFE AR FRLRLBAHA

Hu) B B Tiofe R A t & p i
iE ﬁ
) g 8  3.7188 1.48467
R R -0.928 0.355
= 121 41219 1.16999

*p<0.05 » **p<0.01 » ***p<0.001

S REMBEERAMEREL AR FRARLLABAN

LESERY FRAAM G G 0 #8444 a20~25 & ~ b.26~30
B~ C.31~35 & ~ d.36~40 & ~e. 41~45 & ~f.46 b £ 2 e
F* ANOVAH 7]+ R R dem s RiFH I P EHRELFHEREE
B XBRLALBNY BT R SR 416 Br 0 p=0586>0.05 >
TARELRELAHERFIEIARY FRTLRAEFLE

2416 ARESEILEHERAL AR FHLALE A A

B £ 32
# & Tiofk HBELZ O FE PE
i
k>

%% a20~25%& 1 50000

MmELE b26~30% 16  4.3438 0.91686

C.31~35%& 44  4.0227 1.26654
0.752 0.586

d.36~40 & 32 39063 1.02342
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e.41~45% 24 40729 1.25430

f. 46 fk 2t 12 45208 1.51679

*p<0.05 » **p<0.01 » ***p<0.001

SRR TRAREEAREAREELIARY SRR LR AT

ARTREAERT XBLAM A G o KTARET aF Y AT
b f ~cx & dEy it Xe Blw > Fti* ANOVAE 7+ %2
ot RFEAIRPRTAAREEAHERFIE AR X RA AL
B PR R R AR 4-17 B7 1 p=0.994>0.05> % 7 * kb kT LR R
FRREMHERIR iR FRLARKFLE -

#2417 2P RTARERESAHEREIL LR %;‘%%ﬁé‘éﬂé\%‘r
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KT AR BH TiHH LBEX FE PR
g
R oA AT 1 3.7500
BELAE bB 10 4.1000 0.85959
0.028 0.994
c.+ & 110 4.1000 1.22343
ds g o5 b 8 4.0938 1.25312

*p<0.05 » **p<0.01 » ***p<0.001

E B EPALF TP AR S AL R R
MR R AR AT
FREFAFEABEY FIEY IR A THRORPELER
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% 418 BZEPAIFTEITANRMAERILAHELRBED AR
FRmLAEARSITA

i
BH  Tiogk  REE t e p &
ok M
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*p<0.05 » **p<0.01 » ***p<0.001

I AREBF RFREEAHEREL AR FRL AL LB A
BIRIER B X B AAM G 6 o RIBE HA S a A
oy s Pk cd 2 Ee ce 3B A g Bl E S B
FletH* ANOVA H F1F R R B 47 RFEH I BIRBF R ERE L A H
ERPRZARRY LRLRLAFTT - RERF40L 419 B
p=0.024<0.05> £ 7 % FJRi+s R REL AHERPIEL LR Y LR R
FTHFLR HY TREUP AR RS 2 Eal RhM 2L
PREEACHEFVHEEFORFEAFAFEBREF OB S

Booa TR ARE S TAARKE T B LARKDER R -

-

60



2419 ZFRRF FRELAMEREE AR FIRTRLZE LT
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1~

- 4B
PRIk % Bl Tk #B®AL OFE PE

Pt
a. AR 9  4.1944 0.94189 b>d
b. ¥ 7 14 46071 0.94418 c>d
A f>d
c. ¥ 354 28 44018 0.94364
R
d 248 21 33214 1.02513 2527 *0.024
e. % & 37 39932 1.48895
£, 4 2% 14 42857 1.05090

g. HE 6 42500 0.77460

*p<0.05 » **p<0.01 > ***p<0.001

A RRORERAHEREL AR FRLRZ LR AT

BARRBERY XBRAAMGES 6 FIZ R RAEEZE
Ad s> Flpt Ayt btk A TRTLARE FREIIRE S ]
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¥o#c 3.6563 0 PRAFE L L B T35#c 41503 4p LA < >t E=-1594p iE
=0.114>0.05> 2 7 3 P RIFRE L AHEREL AR Y FBRLR AP
AR
2420 FFBRBEFEAFELBIE LAY FBLALE A4

it B SoH BEL te PE
i X
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BAFE L& f 113 41503 11985

*0<0.05 » **p<0.01 » ***p<0.001
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T
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MR A 510 /) pF
c.* & 11 4.0455 1.17696
11-15 -} B
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P
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*0<0.05 » **p<0.01 » ***p<0.001
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S & PIEEINTRR LT

o B o] F 2 i (Partial Least Squares - PLS) ¥ 1/ o [ a2 F Pt 4] 4p
(Reflective Indicator) #-3] o2 & 3] 35 #&(Formative Indicator) #-3] » & 47 3 3+
F px 4] 45 1% (Reflective Indicator) -3] » F]pt 277 § 2 ST 50 cna 41 2 %3

FH B T 32 SmartPLS 3.0 St il KB 7 A 4T o
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(SQ1~SQ8 ~ 1Q1~1Q9 ~ SVQ1~SVQ14 + EL1I~EL4 ~ US1~US4) » % iE iz & &
BRBEUS I FHR -

-~ B RAHT

PLS Rl HAIG%REA1 35 » F SBRI C(Q)BYFEEFE
(Factor Loading)«& 78 = 3% 05 — &k % F plaEzx <3t 0.7 Qe B
(Composite Reliability » CR)¥2 Cronbach's a & Jf % 3% 0.7 > Mg iFRp 38— R4
47 B 5 (3)T 5% £ % P~(Average Variance Extracted » AVE) JE & Jf + 3t 0.5 o
FPt AT R B R F)F f i E > B3 B 22 Cronbach's o 2 T35% B X
Pz g kEBFRFE G RALT(H 2 3 2013) -

AR E LR 2 R R AT oA 423

64



%0423 PG R A A

I

e | KA ZERFE| TE Cronbach's a CR AVE
SQ1 0.819 19.893
SQ2 0.824 28.562
SQ3 0.846 28.847
SQ4 0.839 21.450
SQ 505 o 84d 54849 0.892 0.915 | 0.580
SQ6 0.679 8.428
SQ7 0.558 8.334
SQ8 0.622 9.789
1Q1 0.738 11.986
1Q2 0.786 18.445
1Q3 0.872 37.617
1Q4 0.823 23.596
IQ 1Q5 0.862 37.024 0.937 0.947 | 0.666
1Q6 0.799 16.242
1Q7 0.766 21.529
1Q8 0.827 24.062
1Q9 0.859 34.265
SVQ1 0.768 14.711
SVQ2 0.812 24.456
SVQ3 0.834 28.558
SVQ | SVQ4 0.863 44.207 0.961 0.966 | 0.666
SVQ5 0.807 25.966
SVQ6 0.858 42.302
SvQ7 0.864 33.296
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SvQs8 0.855 25.580
SVQ9 0.863 33.158
SVQ10 0.708 13.117
SVQ11 0.732 13.751
SVQ12 0.768 19.590
SVQ13 0.838 29.692
SVQ14 0.833 30.983

EL1 0.851 9.319
EL2 0.904 13.852
EL 0.874 0.910 | 0.719
EL3 0.917 16.380
EL4 0.703 4.734
SF1 0.951 71.830
SF2 0.956 101.243
SF 0.966 0.975 | 0.906
SF3 0.942 52.430
SF4 0.960 82.778

JEF 423 ¢ T g o kA EE(SQ) N F A & F (IQ)~ PR & F(SVQ)
T arf FEDfrR * #BLARUS)EFT BiEs » L4 KA DFF
FFEA0T7 F BN FE L FE 05 R o

% i = 3 B (CR)E Cronbach's o ¥R 4 » j& % 4-23 ° ¥ UFT > kAL
F(SQ) » & (1Q) ~ FRAx & (SVQ) ~ Frig & ax f I (EL)frit * # % &
B(US)% T Bid » L4pd IR ICR EE Cronbach's o 35 I| < 3+ 0.7 9
il

% T 32% B % P~(Average Variance Extracted » AVE)R A > j& & 4-23 7 7
T A RE(SQ) Y I & FT(IQ) ~ FRAF - FT(SVQ) ~ g ¥ A £ A (EL)
feie * F ik & AR (US) > i F] % ¥ 05 R
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L F R LR~ X2 B (CR) > Cronbach's q £ T 3o fic s B
B(AVE) & a4t - A g 2 R R B8 BRI E - Bm ATy

ERHGRELG LERETARE PR RPER -

e

Z SRR AT

PR - AR AR R R Kl o i K d T ROTE S N BRI R
TR F- S

EYTATPT R D doo Hair & 4 (1998)#k Jid BRI P P R~ B¥A
ERRREBFERANTHRRE IR - AR e &TR 0 Aok
R L PlA A AR P A fRORR -

BN ARG 0 AT LR E 2RI TR A NI S
R Sk }g.—k; BN =y ﬂ,g? 2B K ez ie s ¥ +§ 2 Fe
%? Rt B  VIURI AT ZREELFpE 2N F 2R o

|2 » H_d T i5% R % P~(Average Variance Extracted » AVE) % ¥ B >
¥ R %mMWE%P%mﬂﬁiﬁmWmﬁﬁﬁ&’ﬁﬁaw@‘
Bl F RHTR -

e

\\

4424 B AR fRORR A 4

o F¥ I8 FlZf R E CR AVE
SQ1 0.819
SQ2 0.824

0.915 0. 580
SQ SQ3 0. 846
SQ4 0. 839
SQ5 0.844
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SQ6 0.679
SQ7 0. 558
SQ8 0.622
IQ1 0.738
1Q2 0. 786
IQ3 0.872
1Q4 0.823
o o — 0. 947 0. 666
1Q6 0.799
IQ7 0. 766
1Q8 0. 827
1Q9 0. 859
SvQ1 0.768
SVQ2 0.812
SVQ3 0.834
SVQ4 0.863
SVQ5 0.807
SVQ6 0.858 0. 966 0. 666
SVQ
SVQ7 0. 864
SvQ8 0. 855
SVQ9 0. 863
SVQ10 0.708
SVQ11 0.732
SVQ12 0.768
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SVQ13 0. 838
SVQ14 0.833
EL1 0. 851
EL2 0.904 0.910 0.719
EL
EL3 0.917
EL4 0.703
SF1 0. 951
SF2 0. 956
SF 0.975 0.906
SF3 0. 942
SF4 0. 960

g 424 F 3 s feaoe R AT 4 7 R o BlRRORR iR T P

I RINA 0 E BRI DT R LR IA 05 o R A BB P

o

j R i R

B3 e A B (CR)FNA » CR o ¥ £ 0.7 84 4-24 7 ¥ 1

Fd 0 R RER(SQ) ~ TR & F(IQ) ~ FRIR&F(SVQ) ~ 8 5 4% £ 7 (EL)

frit * FHRAR(US)FICRE + MF W HED0T W7 275 B 4%

R ATE=R LS A e

TR B P (AVE)R A o BB R 050 KA 4240w oug s b

e (SQ) » TR EF(IQ) ~ PRAX & T (SVQ) ~ Mg ¥ % f Jr (EL)frié * 4
AR & (US) - "‘"3‘\ 0.5 ek i o

FEP moraptRenz Bigihc AWM TFIE LA E CCRIE - AVE 839

BT BR AR ARG 8 fcRORA
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3425 G R UOR A 4
SQ 1Q SVQ EL us

SQ 0.761

1Q 0.665 0.816
SVQ 0.514 0.514 0.816

EL -0.264 -0.143 -0.018 0.848

us 0.705 0.670 0.648 -0.085 0.952
R E RIS LAVE BTG 0 A & M LE o B ajp b e o

BB E AT N L erip B Gl RIS LE R R -
GFuPcR S 6 K 425 BuPRR AT A AT 0 B LG AVE

RGBT AR DL PR A i B Al Gl MR AR 2

TEE R BITR

FeENMtar kBT 0 MY

—
it
=K

LR RITIOEE PR K

BOTR B R BIRZARE > B AT ZHG B Lok -
FIH RERIEERR

B ] T %2 PLS BERIA T A0S - B AR Ak R & BT T

FPBF LR - (R A~ F 0 2000)
hie i ”AﬁrﬂAﬁw HIRZ
Hoehkp oK E

AFTE RS e A

BRRA P AR BT
%, 72 % fr R-Square f2§§ 4 o

AHF T Rt ¥ tia4 3 1.645
Fome P pEs 005 crREE K § urA T 5 tEA A 23260 £
e EFpE S 001 ehhgF kA gL L g tiE < 3.0000 A7
@I p A3 0001 ek FoKAE > &1L o
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AFTF F* SmartPLS 3.0 i 1 PLS Algorithm ;& & /% » 1B~ (B g fT

'fr't I:E'J; ’ Zﬂf%%fﬁ:ﬂ%\%\ 4'26 N %\' 4-27 ~ %\' 4'28 > 1%4]4'1 °

% 4-26 BB BT Tl

]//4,\

2N

#e

BT Tk t &
SQ—US 0. 385 4. 260%x%
IQ—US 0.258 2. 900%x
SVQ—US 0.318 3. 4T0%xx
SQ—EL -0. 352 2. 39H%x
IQ—EL 0.011 0.078
SVQ—EL 0.157 1.028
EL—US 0. 060 0. 853
*p<0.05 » **p<0.01 » ***p<0.001
30427 BHEEA S Bock 4
SQ 1Q SVQ EL us
SQ 1.000
1Q 1.000
SvVQ 1.000
EL -0.352 0.011 0.157 1.000
US 0.364 0.259 0.328 0.060 1.000
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Aoy
System Quality

-0.352*
4
(S©

2.395)

0.385%** 15 & 5 7%
(a.260) 11 A
Emotional Labor
- Load(EL) _~R2-0,089
0.011 Prias

’f
(0.078) ';'53—"
'd

Al H
Information
Quality

(IQ

-
"‘
-
-

0.258*44
(2.900)

EREREE
User
Satisfaction
(Us)

Ao g R2=0.646

Service Qualtey
SV

H3 0.318%**
(3.470)

Bl 4-1 Bt BE A 7R
(*p<0.05 » **p<0.01 - ***p<0.001)

4428 BEHS S 24 2

R Square
EL 0.089
us 0.646
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’Ej;ij"
(=)

ik

=R
HL: ERE it T ani i P SmEiLy T
Fim L& 21 % % B §=0.3851=4.260>3.090 i 3] p<0.001
RF R AT T RS R TR FEAR F I
BE BRRAFHLERS 2 cB7 fASTI e BER T

BLAR 28 2w (2013) 3 A Ae(2013) - FEE H(2014) 577

FA RIS A
Z) H2iERER iR TEAEFT e BERELE T

iﬁ AmEE 0 AR %R £=0.258 5 t=2.900>2.326 £ 1] p<0.01

ARE KR AF CFREFLH @Y XALR, F L eHE
PEOARBEFIFHEBERSZ c BT T ILW?J_@%?;K;%%—%

HA R &3 R (2008) - £ & F(2013) - £ R 3(2013) £47 7
F SR T FT T R AR o

(2) H3:EREminz "HRBRFT tvBERILR T
HwER A% B f=03181=3.470>3.090 £ 7] p<0.001

REFORE S A TIRBET  H TR FRAAEFLORETF
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