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A Concept Mapping Study of Good Service Experience among
the Elderly Residents of Long-term Care Facilities

Choi, Hyoungshim Ph.D., RN

Researcher, Institute of Health - Environment, Seoul National University, Seoul, Korea

Purpose: The purpose of this study was to explore the reported good service experiences from the perspective
of elderly residents of long-term care facilities. Methods: Of those residents who are 65 years old or older, 14 resi-
dents whose length of stay were one month or longer and scores of the K-Mini Mental State Examination were
15 or higher were interviewed. The interview data formed the basis for the empirical statements about the reported
nature of patients' experiences as residents of long-term care facilities. These data were used in concept mapping.
Results: Through multidimensional scaling analysis and hierarchical cluster analysis, 62 core statements, two
dimensions, and six clusters of good service experiences were derived. The two dimensions were classified as
‘care centered-participation centered services’ and as ‘physical-emotional services.’” Six cluster themes emerged
as good service experiences: ‘safety of care and treatment’, ‘responsible and supportive staff’, ‘comfort of living
environment’, ‘mental well-being’, and ‘respect and communication’. Conclusion: The result of the study provides
information about what experiences are important to older adults with cognitive impairment. The concept map
can be used to develop a patient experience index for the elderly residents of long-term care facilities.
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Table 1. Characteristics of the Elderly Residents of Long-term Care Facilities (N=14)
. Length of stay G
Group No. Gender Disease Age (year) ele) Rating K-MMSE
1 1 F Fracture 72 35 4 30
2 F Dementia 81 59 2 16
3 F CVA 89 129 4 22
4 F Poliomyelitis 93 129 4 25
2 5 I¥ Dementia 83 19 2 19
6 F CVA 77 7 3 28
7 F Hypertension 84 38 2 29
8 F CVA 87 17 3 25
9 F DM 82 53 2 30
3 10 F DM 89 17 3 23
11 F Dementia 81 8 4 23
12 M Paraplegia 76 37 4 23
13 F Dementia 73 11 4 18
14 F Dementia 81 2 3 20
M=SD 82.1+5.95 40.1£39.92 3.14+0.83 23.614.32

TThe Need Assessment Committee rates applicants according to the time period required for long-term care by referring to the examination
results, which specify the applicant's mental and physical condition, along with medical opinion. People with ratings between 1 (score > 95~5
(45 < score <51), and higher score implies higher severity[27]; CVA=cerebrovascular accident; DM=diabetes mellitus; K-MMSE=Korean Mini
Mental State Examination.
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Figure 1. The result of multidimensional scale (1*2 dimension).
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Figure 2. Concept mapping of good patient experience among the elderly residents of long-term care facilities.
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Table 2. Core Statements and Clusters for Good Service Experience of the Elderly Residents of Long-term Care Facilities

Item Sentence (Eﬁgztalnf 5e)
Cluster 1. 6 When I am sick, nurses either take me to the hospital or treat me right away. 4.93
Safety of care and 34  Staffs bathe me with their utmost sincerity and care. 493
treatment 39  Ican trust the director and nurses because they are experts. 493
(11 statements, 40  Ican get necessary physical therapy. 4.86
Mean: 4.72) 44  Doctors examine me on a regular basis. 4.86
4  Staff give me warm meals three times a day. 4.79
16  Staff come whenever I call them. 4.79
35  Director gives new employee training thoroughly. 479
27  Director gives information about us line by line to a new employee. 4.50
30  Ones who take care of me do not change frequently. 4.36
41 My shower time is sufficient. 421
Cluster 2. 17  Staff like me. 493
Responsible and 58  Staff do not discriminate. 4.93
supportive staff 5  Staff are kind to me. 4.86
(16 statements, 19  Staff respond to my request immediately. 4.86
Mean: 4.65) 25  Staff bathe me regularly. 4.86
32 When staff help me with bathing or going to the bathroom, they tell me ‘I'm doing 4.86

what I have to do' or “It's okay' even if they're tired.
49  Staff respect me as a person. 4.86
3 Staff console me. 4.71
18  Staff thank me and compliment on me. 471
31  Staff are generous. 471
54  Staff always answer me when I call them. 4.64
23  Staff always treat me the same. 4.57
22 Staff often say “Thanks' or ‘Greetings' 443
45  Staff care about me even if I am not assigned to them. 4.29
21  Staff greet me in the morning by saying “Good morning?” first. 414
8  Staff ask me if there are any problems. 4.00
Cluster 3. 53  The facility is located in a clean-air environment. 4.93
Comfort of living 62  Ican freely see the sunlight. 4.79
environment 59  Ican take a conversation every day because there is a friend who thinks similarly 471
(10 statements, and understands each other.

Mean: 4.55) 9  Staff give me food and snacks on time. 4.57
28  There is an elder who gets along well with me. 457
2 Staff help me with doing the laundry or cleaning my room. 4.50
42 There is space where I can freely take a walk. 4.50
43 There is a balcony in my room. 4.50
36  I'hangaround with a friend because he/she has similar hobbies. 443
37  Meals are satisfactory. 4.00
Cluster 4. 20  Ican keep my belongings safe. 493
Mental well-being 14  Ican freely participate in religious activities in the facility. 4.29
(4 statements, 26 I am offered beneficial programs such as movie-watching or origami. 429
Mean: 4.45) 55  Ican watch any TV programs I want. 429
Cluster 5. 61  Ican talk freely about my complaints. 4.64
Respect & 38 My privacy is secured. 4.57
communication 56  Iam notified of the ones who took care of me leaving the facility so that I can say farewell. 4.50
(5 statements, 24 Staff cook what I want to eat. 414
Mean: 4.37) 13  Staff celebrate my birthday. 4.00
Cluster 6. 10 My family can visit me whenever they want. 4.79
Participation & 11  Ican always call my friends and family. 4.57
preference 33 My friends can visit me whenever I call them to do so. 45
(16 statements, 51  Icanair out my room whenever I wish. 4.5
Mean: 4.21) 60  Ican adjust the room temperature when I want to. 4.5
15 Ican wear whatever I want. 4.36
52 Ican go out whenever I want if I contact my family. 4.36
1 Thave a person to depend on. 429
48 My room is large enough for everyday life. 4.29
7 I canregularly go shopping or eat out with the help of volunteers. 414
46  Ican eat whenever I want. 414
12 Ican participate in programs of my choice (drawing, singing, etc.) 4.07
57 I can eat my meal at a later time when I'm not in the mood. 4.07
29  Ican share food my family brought to me. 4.00
47  Ican wake up at any time in morning. 3.43
50 Icaneatfood after dinner. 3.43
Total 449
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