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Enhancing the Information System to Improve the Timeliness of Service
Declaration in Home-Based Long-Term Care Institutions
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Abstract

Home-based long-term care institutions primarily rely on government subsidies as their main source
of revenue. However, the existing service declaration process is inefficient and time-consuming. The
complexity of the current workflow increases the risk of delayed declarations, potentially leading to cash
flow shortages. Additionally, the administrative burden associated with service declarations consumes
significant human resources, reducing overall efficiency and job satisfaction.

An analysis of the service declaration process identified key challenges, including inefficiencies
arising from the concurrent use of both a scheduling system and paper-based service records, as well as
frequent modifications to submitted declarations. Consequently, the average processing time for service
declarations was 4.83 days, while overall satisfaction with the process was rated at only 5.80 out of 15.

To address these inefficiencies, the project team implemented seven key measures: (1) full adoption
of a mobile-based system for service documentation, eliminating paper records; (2) incremental submission
of service records on a weekly basis to reduce end-of-month workload; (3) training in-home caregivers to
proactively report service modifications immediately after service completion; (4) conducting regular
training sessions for in-home caregivers to improve accuracy and compliance; (5) implementing weekly
supervisor reviews and corrections of service records; (6) conducting bi-monthly verifications of service
quotas, with proactive explanations for any discrepancies; and (7) initiating monthly follow-ups with case

managers to ensure the timely activation of service quotas.

Following implementation, the average processing time for service declarations decreased from 4.83
days to 3.67 days. Additionally, overall satisfaction among supervisors and administrative staft significantly
improved, increasing from 5.80 to 11.17. This project successfully optimized the scheduling system and
introduced structured process improvements, enhancing operational efficiency, strengthening cash flow

management, and fostering a more efficient and supportive working environment.

Keywords: Service Declaration, Long-Term Care, Information System, Home-based long-term care

institutions
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