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Chapter One Introduction

The health-care market requires health care providers to supply efficient and
cost-effective health care, while continuously assessing outcomes upon which
to base continued care and any subsequent improvements. Investigating the
user's view of the health service provision is of growing importance to both
practice and research around the world. However, the mental health field is
affected by many policies, standards and ideologies which are not necessarily
directly related to mental health. In order to maximise positive effects when
mental health policy is being formulated, the World Health Organization (2001)
suggested the necessity of ensuring intersectional collaboration so that benefit
is obtained from education programmes, health, welfare and employment
policies, the maintenance of law and order, policies specifically addressing the
young and the old, and housing, city planning and municipal services.

Mental and neurological disorders such as depression, schizophrenia, epilepsy
and substance abuse, among others, cause immense suffering for those
affected, amplify people's vulnerability, and can lead individuals into a life of
poverty. Despite the worldwide availability of cost-effective treatments, WHO
(2003) argue that the vast majority of people are left without access to the
treatment they need. Instead of getting the help and support they require to lead
productive lives, many people are subjecied to stigma, discrimination and
human rights violations, and are denied the basic life opportunities given to
other citizens.

The World Health Organization (2003) highlights the fact that primary care, as
well as community care, programmes have been evaluated and found to be the
principal elements of Mental Health Services. Since the 1970s, there has been
a politicised trend to extend the psychiatric services from hospitals into
communities in Taiwan. Nevertheless, the Mental Health Services provided in
the community to ensure that people with mental health problems receive the
appropriate treatment and rehabilitation are still inadequate (Shiau, et al, 2005).
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Chapter one introduces the aim and research questions of this study, and also
illustrates the level of user involvement for participation in the current research.
Definitions of the terminology used in the study are provided in Chapter One

Chapter Two provides the background of mental health service history and the
current service provision in Taiwan. At the same time, this chapter stresses the
importance of cultural influences on the experiences and help-seeking process
of individuals with mental illness, and how stigma has developed as a
consequence of the traditional Chinese cultural perspective.

Chapter Three outlines the methods used to address the study questions. The
first section of the chapter details the triangulation research design of this study,
which combines a quantitative satisfaction survey and qualitative in-depth
interviews. The second section describes the three phase process of this study,
and how the accounts were generated, along with the systems used for
collecting and analysing the data.

The survey and interview findings and discussion are presented separately in
Chapters Four and Five. The satisfaction survey findings and discussions are
compared and contrasted between the two hospitals, and also the satisfaction
rankings of all participants are given. Themes of key services users, and carers
and service providers, are presented separately in Chapter five, along with the
principal points from the perspectives of key informants.

In Chapter Six, discussion of three main issues, which emerge from the themes
of the service users, carers and service providers, are expounded and critically
reviewed, combined with the opinions of key informants.

The conclusions, main findings, and suggested implementation from the study
are presented in Chapter Seven, along with issues, limitations, and
recommendations for further research.



1.3 Users' Voices in this Study

User involvement in mental health service evaluation is considered to be
essential if service provision is to be responsive to their needs (Hickey &
Kipping, 1998). As Lindow and Morris (1995) argue, "User involvement is not an
end in itself but is instead a means of enabling people to assert choices and
have control over their daily lives."

However, service user involvement in mental health is a relatively new concept
for healthcare professionals. Although mental health professionals are less
familiar with the concept of service users as active participants in the research
process, this is not a new idea in other disciplines (Telford & Faulkner, 2004).

In recent years, the voices of mental health service users have been
acknowledged as being valid contributions to service development and
provision (Campbell, 2001). Moreover, service users are increasingly viewed as
being "experts by experience" (Faulkner, 1998), since they are specialists in the
field of their own mental iliness. Indeed, the value of involving such experts in
the research process has not only been recognised, but has also been
embodied in many user-led research initiatives (Townend & Braithwaite, 2002).

Although mental health services have been required to involve consumers and
carers in the planning, delivery and evaluation of mental health services for over
a decade in most Western countries, this has not yet happened in Taiwan.
There is no literature or national health policies regarding the involvement of
users and carers in healthcare practice or associated research, despite the fact
that Hickey and Kipping (1998) claim that service user involvement in mental
health is regarded as an indicator of a system being considered to be
responsive to the needs of individual users and a discriminating public.

This study aims to gain in-depth knowledge of the perspectives of service
providers and users of the current Mental Health Services in Taiwan. Service
users' voices have not yet been heard in Taiwan, but attention is increasingly



being paid to the need to involve services users in developing and delivering
Mental Health Services in this context.

This study does not claim to be participatory research in terms of full user
involvement. Rather, it involved mental health service users and carers in a
‘consultative’ role as described in Cornwall's (1996) model of users involvement
and participation (see chapter three for research design). However, it can still
be considered as being a first step in involving users in the planning, delivery,
and evaluation of Taiwan's mental health services.

1.4 Terminology and the Writer's Voice

A survey was conducted to examine the satisfaction with mental health services
of individuals suffering from mental iliness. In order to continue to explore the
experiences of service users and providers of Taiwan’s mental health services,
a qualitative interpretive study design was adopted, focusing on the available
stories or narratives of the participants relating to their experience of using or
providing the services.

¢ Definition of 'Service Users and Carers'

Whereas traditional definitions have sometimes only focused on current or past
service users, who have direct experiences to impart, more inclusive definitions
are preferred nowadays. Service user organisations in the UK give their own
definitions. In 2003, the UK Shaping Our Lives National User Network
suggested definitions and meanings as follows: a 'service user' can be seen as
someone who has things 'done to them' or who quietly accepts and receives a
service (Shaping Our Lives National User Network, 2003).

The definitions of 'Carers', according to Carers UK, are people “who without
payment, provide help and support to a relative, friend or neighbour, who
could not manage to stay at home without their help, due to sickness, age,
addiction or disability” (Carers UK, 2009). At the same time, the leaflet, “A

6



Commitment to Carers” defines the carer of a person suffering from a mental
health problem as: "Someone who provides, or intends to provide, practical
or emotional support to someone with a mental health problem. You may
or may not live with the person you care for. You may be a relative,
partner, friend or neighbour. You may be a young person but you now find
yourself in the position of needing to support an unwell person". (NSF
Rethink, 2003)

The use of both terms together, such as 'service users and carers' in used in
accordance with INVOLVE's definition: "Service users and carers' are
defined as patients and informal (unpaid) carers, such as parents, family
members, or guardians; users of mental health services; mental illness
individuals; members of the public who are the potential recipients of
mental health promotion/service interventions." (Hanley, et al, 2003. pp I )

However, in order to maximise the service users’ input to this research, the
participants had current experience of mental health services network, i.e. they
should be able to draw on a wide body of opinion, and be capable of providing a
broad perspective in this research process. The criteria of the 'service users' in
this research are therefore as follows:

. Individuals with mental health problems which affect their ability to cope
with everyday living

. People who are at least 18 years old

. People who have receiving the mental health services in Taiwan for at
least one year

¢ Definition of 'Service Provider'

The term, ‘'healthcare/service provider', is defined as any individual who
provides health services, such as prevention, treatment, and management of
illness, and preservation of mental and physical well-being to health care
consumers/patients (Mosby's Medical Dictionary, 2009).

7
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in shaping and presenting the findings a sense of coherence, and in keeping
with a health science dissertation as the primary means of discourse of the
health professionals for whom | write. Therefore, the key role of the researcher
in this study in shaping the argument and research agenda was fulfilled in the
following two ways:

1. By incorporating notes derived from a research diary and memos

2. By making a clear distinction between respondents' actual words and
my interpretation of them throughout both the findings and discussion
sections

Within the qualitative part of study, the researcher's influence is acknowledged
and reflected upon in the discussion of findings. Thus, the qualitative interview
findings represent the researcher's construction of what the participants created
in the interviews, with a focus on developing a framework which can present a
means of developing and improving future mental health service provision,
underpinned by the experiences of the participants.

| used to be a psychiatric nurse, and am now involved in searching for an
improved perspective towards current mental health service in Taiwan in order
to improve our services delivery systems. My own experience of mental health
services in the North of Taiwan is that little attention has been paid to the
expression of service user experience regarding the service they have received.
In my experience, mental health professionals often anticipate what the best for
service users is instead for them to actually listening to what the users want.
Therefore, in some important respects in terms of user experience in mental
health services, this is akin to the ethnographer who understands, and also is a
part of, Taiwanese culture. In order to do this, | must critically examine my
frames of reference which | have internalised from my own culture. This is not
only an intellectual endeavour but also a precondition for action via this
research project.






Chapter Two

The Mental Health Care System in Taiwan and cultural
influences

The background to this study is presented in this chapter through a description
of features of the healthcare system in Taiwan, followed by an introduction of
the history of mental health service development in the context of current
mental health service policies and policy implementation. Taiwan’s cultural
background has influenced perceptions of mental illness and service delivery in
many ways. It is recognised that traditional Chinese culture has an effect on
family relationships, beliefs and help-seeking behaviour which is also described.
Problem identification and justification are drawn together in the final section of
this chapter to address users' needs within mental health services in Taiwan.

2.1 Literature Searching Strategy

Studies and journal articles included in the literature review and throughout the
thesis are research articles from the beginning of PhD study to March 2010
published in English and Chinese. The search strategy used the following

sources:

* A literature search of electronic data was undertaken using MEDLINE
(EBSCO), CINAHL plus, MEDLINE (CSA), LOP Journals (IOP), ASSIA,
PsycINFO, Cochrane Library, Health Source: Nursing (EBSCO), Web of
Science, PubMed, HighWire Press, and ScienceDirect (Elsevier).

* The literature search was also supplemented by using Google Scholar, and
websites of organisations (for example: Department of Health, Executive Yuan,
Taiwan, http://www.doh.gov.tw/EN2006/index EN.aspx, World Health
Organisation, http://www.who.int/en/).

11


http://www.doh.aov.tw/EN2006/index
http://www.who.int/en/

» Hand searching of journals in Taiwan, such as The Journal of Nursing
Research Taiwan, Taiwanese Journal of Psychiatric, Chinese Journal of Public
Health, The Kaohsiung Journal of Medical Science (Taiwan), Journal of Social
Work (Taiwan) and Journal of Mental Health (Taiwan).

The following search terms were used for each database, as appropriate:
patient satisfaction scale/measurement; patient satisfaction; community-
based/hospital-based mental health service; mental health service;
patient/public/ user/ carer involvement; participatory research; mental health
policy/professionals/welfare/education/reform/rehabilitation/resources;
institutionalisation/deinstitutionalisation; Chinese culture context/influence;
service users' perceptions/attitudes/views/unmet needs; service providers'
perceptions/attitudes/views/ predicaments; stigma/ stigmatisation; mutual help;
doctor/nurse-patient relationship.

2.2 Overview of the Healthcare Service in Taiwan

Taiwan is an island located in the Pacific Ocean near China. Covering a total of
nearly 36,000 square kilometres, Taiwan is a long, narrow island separated
from the Chinese mainland by the two hundred kilometre wide Taiwan Strait.
Taipei is its capital city, and Taiwan has a population of just over 23 million. The
major languages are Mandarin Chinese (official) and Min-Nan Chinese
(Taiwanese), and the major religions are Taoism, Buddhism, and Christianity.

12
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Taiwan has two types of hospital provision, public hospitals and private
hospitals. Private hospitals are the major provider in terms of health care
provision. Private hospitals, can be further subdivided into profit making and
non-profit making hospitals and provide 65 per cent of all hospital beds The
healthcare system in Taiwan has three characteristics, the first of which is a
Closed System, which means that physicians are hired by hospitals on contract,
and are allowed to practise medicine only at the hospital at which they are
contracted. The second is free Choice of Physician and Hospital, which means
that patients in Taiwan are free to choose a hospital for outpatient visits or
emergency room services. They can go directly to a tertiary hospital to see a
specialist without consultation or referral from a family physician. Medical care
is therefore highly accessible, due to there being a sufficient number of
hospitals and physicians, as well as the wide population coverage of the
National Health Insurance Programme (Wu, 2005). The third characteristic is
the hospital as a Multi-Product Firm which refers to hospitals that provide a wide
variety of services, including out-patient clinics, in-patient hospitalisation, and
emergency room treatment. Hospitals in Taiwan not only provide in-patient
services, but also run an extensive out-patient clinic service. However, there is
no functioning referral system run by a government organisation.

According to statistical data from the Taiwan Year Book 2009 (2010), there
were 231,571 medical professionals working in Taiwan at the end of 2008, a
ratio of 18.27 (including doctors of Chinese medicine) doctors and 4.86 dentists
per 10,000 people. Medical professionals are trained at 11 medical schools and
35 paramedical colleges and junior colleges. In 2008, there were 515 hospitals
and 19,659 clinics operating in Taiwan. There included government-run medical
care institutions consisted of 80 hospitals and 461 clinics, including public
hospitals, medical school hospitals, veterans’' hospitals, military hospitals,
hospitals' outpatient clinics, clinics affiliated with government institutions, and
community clinics. Private healthcare institutions comprised of 435 hospitals
and 19,198 medical and dental clinics, including private hospitals, hospitals
affiliated with private medical schools, corporate hospitals and clinics, and
private clinics. Therefore, the medical institutions in Taiwan provided a total of
152,901 beds in 2008, or 66.37 beds per 10,000 people (Taiwan Year Book

2009, 2010).
15



Hospital accreditation in Taiwan began in 1978 in order to evaluate hospitals for
clerk and internship training (Wu, 2005). The Ministry of Education (MOE) and
Department of Health (DOH) jointly conducted the accreditation, and a Medical
Care Act was implemented by the government in 1986 (Department of Health
Taiwan, 2004). As a consequence, the Central Health Administration Office was
authorised to conduct hospital accreditation. Taiwan is the first country in Asia,
and the fourth in the world, to conduct hospital accreditation (Wu, 2005). The
accreditation is valid for three years, after which it is repeated, and there are
currently 497 hospitals with a three-year accreditation qualification (Wu, 2005).

2.3 Taiwanese Mental Health Service Provision

In the past three decades, along with dramatic progress in economic
development, the Taiwanese government has made many social reforms in
response to increased demands for better social and human services for mental
health service users. The Department of Health, Executive Yuan R.O.C.
(Taiwan) resolved to provide better healthcare for the Taiwanese people, and it
developed a National Mental Health Plan for a Medical Care Network as one of
the 14 major projects of the Executive Yuan in the early 1980's (Yeh, 1992)

2.3.1 History and Origins of the Taiwanese Mental Health Service

The history of the Mental Health Service in Taiwan can be divided into four
different stages, with a focus on the change from hospital-based services to
community-based care. The four stages are as follows:

(1) Before 1970, the Psychiatric Department of the National Taiwan University
Hospital (NTUH) was the only institution playing a major role in providing Mental
Health Services. NTUH not only contributed to education, staff training, and
psychiatry related research, but also built up a foundation of community mental
health services for the future (Yeh, 1992).

(2) Between 1971 and 1980, the Department of Health made significant

revolutionary changes to the organisation and proviéion of nation-wide services,
16
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government’s strong commitment to provide quality care for the mentally ill in a
humane way (Department of Health, Taiwan, 2004).

In 1999 the DOH introduced a Medical Care Network for elderly care, the
prevention and control of mental iliness, long-term medical care services, and
the rehabilitation of the physically and mentally impaired. In 2001, the "New
Century Healthcare Network" was initiated by the government, and this was
divided into two parts: general medical care services and medical services for
particular groups (Department of Health, Taiwan, 2004).

2.3.2 Concept of the Original National Mental Health Plan

The National Mental Health Plan was implemented though regional planning.
Taiwan was divided into seven catchment areas called Regions, each of which
was responsible for providing comprehensive and continuous care for
psychiatric patients. This was to be accomplished through developing and
integrating all kinds of services, including inpatient treatment, day care services,
emergency services, outpatient services, crisis intervention, and a variety of
community care programmes, including home care, half-way houses,
rehabilitation programmes, and sheltered workshops (Department of Health,
Taiwan, 2004).

A government mental hospital providing good quality of care was assigned as a

"Central Hospital" (also called "Nucleus Hospital") in each region to assist local

health authorities in developing the regional mental health network. The roles of

the Central Hospital were as follows:

(1)  To assist in developing psychiatric manpower and facilities

(2) To innovate and demonstrate mental health programmes in the
community

(8) To co-ordinate all mental health services into comprehensive and
continuous care

(4)  To promote the mental health education of the public

(6)  To assist with the improvement of the quality of care in private mental
hospitals

18



Historically, community mental health services in Taiwan were only provided by
hospitals, namely, psychiatric hospitals extended care into the community
(Hsieh, 1989). The Central Hospital of the Region was responsible for
developing community care programmes for the patients in each catchment
area. It also provided training and supervision of local public health nurses so
that they may effectively follow the patients into the community after their
discharge from the psychiatric hospital.

Hsieh, (1989) proposed a plan to make governmental psychiatric hospitals the
base for community mental health services, and the advantages of this plan

were:

(1)  Community mental health services were integrated into the whole patient
care system at the hospital, which ensured that patients were given
continual aftercare.

(2)  The community programme was able to receive the support of the
professional work force and facilities of the hospital.

(3)  The psychiatric hospital became community orientated, not isolated from
society.

(4)  The psychiatric hospitals would be energised to provide treatment to
actively help patients to return to the community, so that there would be

no unnecessary institutionalisation.

However, this scheme had one disadvantage, i.e. the possibility of the stigma
attached to mental hospitals causing obstacles. The community programmes
innovated by the Regional Central Hospital were all located in the community,
with their office separated from the hospitals. Regardless of whether the
community mental health services were hospital-based or community-based,
the most important thing was to provide continuous and comprehensive care for
the mentally ill (Hsieh, 1989). However, it has been about two decades since
the Department of Health launched the National Mental Health Plan, which
focused on extending the services into the community, and the reality is that,
not only are the care services for mentally ill patients in Taiwan still mainly
hospital-based, but also community-based service provision and personnel are

still limited.
19
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