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3 . Family Caregiver's Satisfaction With Long-Term Care Services
Koichi Hiraoka « Rie Yamanoi * Kazunori Kikuchi
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(1) Purpose

This study aims to analuze the leve] of family caregiver’s satisfaction with community care
services provided under the Long-term Care Insurance (LTCI) scheme and to examine the
possibilities and limitations of using the index of family caregiver’s satisfaction for the evalua-

tion of these services in Japan.

(2) Method

The data used in this study were drawn from a personal interview survey of 622 family
caregivers of the frail elderly persons randomly selected from the residents aged sixty-five and
over who were entitled to utilize community care services under the LTCI scheme in Sumida
Ward in Tokyo. This survey was conducted from January to February 2002 as the first-wave
of panel survey as part of the research project on the evaluation of the LTCI scheme. F amily
caregiver's satisfaction with home help, day care or visiting nurse service was measuerd by a

single item index of user satisfaction.

(3) Resuits
1. Overall level of satisfaction with community care services was considerably high (See Figure
4-3-1). The proportion of family caregivers who were either ’satisfied’ or ‘somewhat satisfied’
was 90.9 percent for home care service, 90.8 percent for day care service and 91.2 percent for
visiting nurse service. Only less than percent expressed dissatisfaction with these services.
2. Relationship between the level of family caregiver’s satisfaction with community care services,

and the various attributes of the family caregivers and the elderly relatives that they were caring
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Figure 4-3-1 Family Caregiver's Satisfaction with Community Care Services
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for was analyzed using chi-square tests of independence or Kendall’s rank-orer coefficients
(Tau-b). No statistically significant correlations were found between the level of family car-
egiver’s satisfaction and the age, sex, income, or degree of dependency of the elderly relative.
Nor was the family caregiver’s age, health status, educational background or the lineal relation-
ship between the family caregiver and the elderly relative correlated with the level of family
caregiver’s satisfaction.

On the other hand, the adequacy of the process of care management (measured by a 5-item
index) was correlated with the level of family caregiver’s satisfaction with home care service
{(See Table 4-3-1). In addition, the adequacy of the process of care planning (measured by a
10-item index) was significantly correlated with the level of family caregiver’s satisfaction with
home care and visiting nurse service.

3. Kendall's Tau-b was also calsulated between the level of family caregiver’s satisfaction with

community care services and the indices of unmet need for eating, toileting, bathing, house-

Table 4-3-1 Relationship between Level of Satisfaction with Community Care Services and
Adequacy of the Process of Care Management and Care Planning (Kendail's tau-b)

Adequacy of the procegs of Adequacy of the process of
care management (5-item . . .
. care planning (10-item index)
index)
Satisfacition with Home Care 0.214 % % 0.184 % %
Service (N =264) (N =261)
Satisfaction with Day Care 0.106n.s (.033n.s.
Service (N =263) (N =256)
Satisfaction with Visiting 0.118n.s. 0.148 *
Nurse Service (N =143) (N=143)

* % p<0l *p<.05

Satisfaction with Home Care, Day Care or Visiting Nurse Service:

{(4=satisfied, 3=somewhat satisfied, 2=somewhat dissatisfied, 1=dissatisfied)
Adequacy of the process of care management (5-item index): G(low)— 10(high)
Adequacy of the process of care planning (10-item index): 0(low)—20(high)
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keeping and nursing (See Table 4-3-2).  Although the values of all the coefficients in this table

were negative, only four were statistically significant.

Table 4-3-2 Relationship between Level of Satisfacition with Community Care Services and
index of Unmet Need (Kendall's tau-b)

Index of Unmet Need
. . I House .
Eating Bathing Toileting keeping Nursing
Satisfacition with Home Care | -0.097n.s. -0.102n.s. -0.091n.s. | -0.175% % | -0.099n.s.
Service (N=275) | (N=275) | (N=275) (N=272) | (N=27D)
Satisfaction with Day Care | -0.167 % * -0.076n.s. | -0.151% % | .0.094n.s. -0.032n.s.
Service (N=280) | (N=280) | (N=281) (N=280) | (N=280)
Satisfaction with Visiting | -0.119n.s. -0.104n.s. -0.113n.s. -0.183 % -0.144n.s.
Nurse Service (N =148) (N =148) (N =148) (N =146) (N =147)

* % p< 0l *p<.05
Satisfaction with Home Care, Day Care or Visiting Nurse Service:
4=satisfied, 3=somewhat satisfied, 2=somewhat dissatisfied, 1=dissatisfied
Index of Unmet Need:
Question: Do you think that Ms./Mr. is provided with adequate assistance for eating services ?
1="5he (He) is provided with adequate assistance, or she (he) needs no assistance.
2==S5he (He) is provided with relatively adequate assistance,
3=5he (He) is not provided with adequate assistance

It is important to note that family caregiver’s high level of satisfaction with community care
services does not necessarily mean that they considerd that their elderly relative’s needs were
adequately met. Among the family caregivers who responded that their elderly relative’s needs
for eating, toileting, bathing or housekeeping were not adequately met, more than forty percent

were, nonetheless, 'satisfied’ with home care service (See Figure 4-3-2).

Figure 4-3-2 Proportion of the Family Caregivers Satisfied with Home Care Service

II adequate [ relatively adequate Clnot adequate]

(%)
59.5

70 r 607 64.8 ‘ 65.6

60
50
40
30
20
10

0

assistance for assistance for assistance for assistance for
eating bathing toileting housiekeeing

More than 40 percent of the family caregivers who responded that their elderly relatives were not provided with
adequate assitance for eating, bathing, toileting or housekeeping were ‘satisfied’ with home care services
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(4) Implications

In recent years, single item indices of user satisfaction have very often been used by local
governments in Japan to measure the effctiveness of community care services. Although local
governments’ efforts to evaluate community care services from their users’ perspection should be
appreciated, indices of family caregiver’s satisfaction should be used with caution and should be
supplemented with more elaborate techniques of measuring user satisfaction or objective
measures of service outcomes.

Major aims of our research project, of which this presentation is a preliminary report, are to
develop these objective measures and to conduct a cost-benefit analysis of community care
services by utilizing panel survey data following the methodology developed by Challis and
Davies (1986), Davies et al. (1990) and Green et al. (1993).
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