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Abstract

A Study on the Satisfaction and Improvement Method of
Visiting—Care Service of the Elderly Long—Term Care Insurance
-Focused on the Visiting—Care Service Users in Jeju

Special Self-Governing Province-

Chae, Bog Sun
Dept. of health policy & management
The Graduate School

Yonsel University

It is estimated that Korea will enter super—aged society in 2015 with
20% elderly population, and the proportion of the elderly population in
Korea will increase to 42.5% in 2065. In this way, the aging of the Korean
population is proceeding rapidly, and it will raise the social interest
because the change of population structure is connected to the surge of the
elderly support expense and the elderly caring issues. In preparation for the
rapid aging of the population, Korea introduced long-term care insurance
system for the elderly in 2008 for the purpose of “providing long-term care
benefits, such as physical activity support or domestic activity support, to
the elderly who are difficult to perform daily activities alone due to old age
or geriatric diseases, thereby improving the quality of life of people by

promoting their health and stability of living and reducing the burden of the
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elderly themselves and their families“ and currently it became one of the
five social insurances in Korea through stable operation. However, there are
too many long-term care institutions providing similar services and the
government’s management and supervision are only focused on administrative
aspect, creating continuing problems in the field of service quality and
manpower management. In view of the fact that importance of revitalization
and improvement of the benefit for community care and ‘aging in place’ of
the beneficiaries are being emerged and many of the beneficiaries are
using visiting-care services, this study conducted the survey on the
satisfaction with the services for the beneficiaries who use visiting—care
services and tried to suggest problems and improvement methods.

In order to select the survey subjects for the study, among a total of
2,363 beneficiaries (1,731 Jeju city visiting—care service users and 2,633
Seogwipo city visiting—care service users based on long-term insurance
contract on July 2018), 260 beneficiaries who agreed to this survey, among
the beneficiaries selected for the visiting—care subjects in September 2018,
were selected. The survey was conducted from September 27, 2018 to
October 15, 2018, and a total of 192 survey sheets were used and analyzed,
excluding 68 sheets that were unfaithfully written. As analysis methods, the
general characteristics of the visiting—care service users were analyzed using
descriptive statistics analysis method. For analysis of general characteristics,
service use experience, and difference in satisfaction, t-test and ANOVA
were conducted, and multiple regression analysis was conducted to examine
the relative influence between the factors that affect the satisfaction.

As the result of analysis, the general characteristics and service
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satisfaction of the beneficiaries were not statistically significant. In the
service use experience and behavior, the service satisfaction was higher in
service use for more than five times a week, more than 180 minutes or
240 minutes per service, while the difference in satisfaction in other
domains was not statistically significant. However, satisfaction was high
when the beneficiaries used all the numbers of service use and service
time for one month, which had correlation. In addition, among the
determinants of service quality provided by care helpers, the satisfaction in
empathy was the highest, followed by responsiveness, assurance, and
reliability. The service quality provided by the care helpers had a strong
influence on the satisfaction of the visiting-care service users, and the
higher the service quality, the higher the satisfaction.

Therefore, in order to improve the satisfaction of visiting—care service,
necessary knowledge and skills should be expanded by conducting regular
education for care helpers and quality service should be provided by
enhancing the expertise of the care helpers. In addition, it is very
important for care helpers to provide services with a friendly attitude and
respect for the beneficiaries when they want the services they need, and it
1s also important to strengthen monitoring system so that user—oriented
service can be provided while checking whether there is any problem in
the provision of services to service users.

In addition, the NHS should encourage the service providers to improve
the service quality for themselves by strengthening the monitoring and
quality assessment for the provision of the services by the service

providers. In addition, the NHS should develop standard guidelines and
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manuals for the contents and procedures of the standard service to make
sure there is no difference in the service contents and quality according to
the service providers and regions, and encourage the service providers to

actively utilize the manuals.

Keywords : Visiting—care service, service quality, Satisfaction, empathy, responsiveness,

reliability, assurance

_73_



