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Exploring Care Manager's Perception of Job Difficulty in Long-Term Care
Management Centers: A Phenomenology Study
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This study aimed to examine care manages’ perceptions of job difficulties on

delivering case management and uncertainty about organizational structure and

working situations. A total of 8 care manager supervisors and care managers from



long-term care management centers in northern, central, southern, and eastern parts of
Taiwan were in-depth interviewed. The semi-structure interview guideline was
developed to collect data and results of interviews were transcribed for content
analysis. Firstly, sentences with the same meanings were categorized into "theme”.
Then, “Theme" carrying integral significance were classified into “Domain”. Finally,
“Domain” were inducted into four “Category.” The frequency of interviewees’ certain
perceptions was concluded using a cross-table by exploring the content of the
transcribed script and “Theme” based on results of content analysis.

After analysis and induction, four category, “realizing the impacts of case
management service in practice”, “identifying the importance of professionalism and
competency,” “uncertainty about the ambiguous job status and the future,” and “aware
of the obstacles in delivering service”, was developed and 13 domain 40 theme were
further extended.

In “realizing the impacts of case management service in practice”, it was found that
care managers can’t create enough long-term care services for their clients due to not
fully understand community and unsuccessful promotion. In addition, the insufficient
rigidity in the service reviewing criteria and the information system falling short of
meeting requirements often resulted in service gap. In terms of “identifying the
importance of professionalism and competency,” care managers must constantly
advance themselves through continue education or peer-learning to be confident with
their professionalism and competent. In “uncertainty about the ambiguous job status
and the future,” due to the fact that the government has been gradually promoting the
10-year plan for long-term care, care managers feel extremely uncertain, pressurized
and burdened about the content of service, job description and staff qualification. In
terms of “aware of the obstacles in delivering service,” the lengthy administrative
process flow and lack of support from the regulatory authority and steady financial
support, budget, salaries, and benefits all resulted in the high personnel turnover rate,
which directly impacted service delivery.

Recommendations of this study were as followed. A care manager certification system
and in-job training programs should be established in clinical practice. Long-term care
education should be added to school curriculum and continue education for all health
care professionals. Both qualitative and quantitative research design should be utilized
to compare perception difference between stakeholders in central government and

practitioners.



