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ABSTRACT

The main purpose of this article is to understand what survey
methods or management tools are used by hospitals in Kaohsiung to show
the effectiveness of social worker services, and to improve them to
highlight the professional services of social workers, and to further try to
construct a medical social worker service effectiveness evaluation. We
invited total of 9 medical social workers including 3 academic medical
centers, 1 would-be academic medical center, and 5 metropolitan
hospitals in Kaohsiung area were interviewed in this study. There is 90%
coverage rate of the study objects.

The research findings are following that: (1) Only 3 hospitals
conducted a questionnaire survey of intake cases, and 6 hospitals used the
evaluation approach including the feedback from the relevant cooperation
units in the hospital, the competency-based performances by section
supervisor, or the personnel management system. Besides, 2 hospitals
combined the self assessment by social workers to review the service
evaluation. (2) There are four service evaluation methods including using
the patient satisfaction questionnaires, reviewing the social worker’s case
records by section supervisor, the annual employee performances, and the
hospital online feedback system. (3) We can check from five different
sides like patient/family, medical team members, section supervisor,
administration division and social worker personal for the service
evaluation. The satisfaction questionnaire indicators for the patient and
family include the professional knowledge, the service attitude,
problem-solving ability, and information provision etc. The indicators of
medical team members’ side are the efficiency of social worker’s working

process and the service attitude. The objective indicators of section
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supervisor’s side contain using the employee evaluation form to establish
the quality goals (quality, teaching, research, and innovation), the
administrative efficiency, the cases completion rate, the records
appropriateness, and the cooperation with team members or coworkers.
By the way, the section supervisor’s subjective view is the final
determination. The administrative department indicators include the
subsidies to fill the hospital financial gap, the reply time of consultation,
the record completion, and the welfare resources provided. The indicators
of social worker personally include the improvement of professional
abilities, the personal growth, and report their working performances
regularly to the supervisor, but it is the subjective judgment still. (4) In
most hospitals, the social worker service evaluation is based on the
intervention process of casework rather than the results of intervention. (5)
The methods of social work service improvement are the enhancement of
professional knowledge, the cooperation of inter-professional practice,
the computerization of social work relevant operations, and the positive
thinking of social worker personally.

For the findings outlined above, there are two suggestions as
following: (1) In addition to improve consistently the professional
services of social workers, we recommend to pay more attention to the
evaluation of intervention results. (2) We should apply the relevant tools
of quality to formulate indicator items for different types to social service
cases, and further to set up the operational definition of each indicator.

Keywords: medical social worker, the effectiveness of service, the

indicators of evaluation
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