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Abstract- Because of Taiwan’s population aging rapidly, the needs of long-term caring have be increased. Therefore, 
population aging and fewer children is Taiwan's current grim subject. Long-term care service and long-term social insurance 
legislation had been adopted and the new laws will take effect from June 2017 in Taiwan. But these new long-term laws just 
provide basic health services. As a result, Taiwanese people can buy commercial long-term care insurance to make up for a 
deficiency in senior life. In the aging society, the commercial long-term care insurance is taken more seriously in Taiwan. 
The purpose of this study was the critical success factors of commercial long-term care insurance. To achieve this, this study 
used a quantitative phase (Analytical Hierarchy Process, AHP). Overall, the results revealed that Taiwanese people have 
high-demand for insurance benefits and physical long-term care service. 
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I. INTRODUCTION 
 
1.1. Demographic Structure Changes in Taiwan 
According to statistics from Taiwan Ministry of the 
Interior show that, Taiwan’s population has become 
aging in 1993 and elder people account for up to 7 % 
of total Taiwan’s population.  
Medical advances over the past decade, to improve 
the health and economic growth, have to face a 
considerable degree of change. In fact, "aging 
population" is widespread in recent years in 
developed countries facing the phenomenon. Taiwan 
region started to feel the pressure of an aging 
population; Among them, brought about by the aging 
of the population one of the social significance is the 
old age dependency rate has increased year by year, 
thus highlighting the future of the elderly in the 
custody issue. As the following health and medical 
issues economic security issues, living nursing topics, 
community involvement topics, educational and 
recreational issues.  

Because of Taiwan’s population aging rapidly, 
the needs of long-term caring have be increased. At 
the same time, due to the decrease of the average size 
of families caused by fewer children and the decline 
of family care , the pressure of care for individuals 
and families are increasing, which lead social and 
economic problems. Therefore, population aging and 
fewer children is Taiwan's current grim subject. 

 
1.2. Long-Term Care Legislation Adopted  
Long-term care service and long-term social 
insurance legislation had been adopted and the new 
law will take effect from June 2017 in Taiwan. 
According to Taiwan social health insurance 
experience, if Taiwanese people want to have better 
quality of health care, everyone must rely on 
cherishing health resources. But long-term care 

service and social insurance law just provide basic 
services in Taiwan. Therefore, Taiwanese people can 
buy commercial long-term care insurance to make up 
for a deficiency in senior life. In the aging society, the 
commercial long-term care insurance is taken more 
seriously in Taiwan. Now, Taiwan’s government 
needs to face challenges when the long-term care 
laws take effect. The challenges as the below: 
 1. Gap between urban and rural: There are many 
problems of unfair distribution of long-term care 
resource between urban and rural. 

    2. Shortage of manpower in elder care service:  
Because the demand is faster than the growth rate, 
manpower is still inadequate. 

    3. Sustainable financial resource in long-term care: 
Whether it is supported by taxes or insurance, 
financial resources must be sustainable. 

4.   Lack of integration between central government 
and local government: At present, the central and 
local agencies have long service, so the overall 
integration will be more efficient. 

 
1.3. Commercial Long-Term Care Insurance 
Commercial long-term care insurance benefits are 
user-centered, providing users with a comprehensive 
range of services. Planning of commercial long-term 
care insurance provide many kind of service and 
supplemented by cash payments. Table 1.. shows 
Comparison of Social Long-Term Insurance and 
Commercial Long-Term Insurance. 

 

Table 1. Comparison of Social Long-Term Insurance and 
Commercial Long-Term Insurance 
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Commercial long-term care insurance is still a great 
growth in Taiwan. The necessity of commercial long-
term insurance can be discussed from two aspects: 
 
1. Commercial long-term insurance can reduce the 

burden on the government indirectly: In terms of 
government finances, government provides 
measures of long-term care welfare which cannot 
be satisfied with elder people. The government’s 
social welfare and public service just can limit 
beneficiaries of payment, as well as give them 
minimum guarantee. As a result, buying 
commercial long-term insurance is the most 
conservative and it can achieve risk management. 
When people are young or have ability to earn 
money and invest in commercial long-term 
insurance that are available to help elders and 
elders’ families through commercial long-term 
insurance. 

    2. Commercial long-term care insurance can 
supplement the lack of social coverage: Social 
insurance can provide basic medical services only, 
and it cannot be satisfied with each elder and its 
family needs long-term care. Fig.1. shows 
Necessity of Commercial Long-Term Insurance. 

 

 
Fig.1. Necessity of Commercial Long-Term Insurance 

 
1.4. Aims  
In order to discuss the critical success factors of 
commercial long-term care insurance, this study 
investigated 14 commercial insurance professionals. 
This paper probes into the development environment 
conditions, features and the marketing of the 
commercial long-term care insurance, as well as 
achieve the following three aims:  
1. Discussion on the critical success factors of 
commercial long-term care insurance. 
2.  This paper uses the Analytic Hierarchy Process 
(AHP) to make an empirical study in the commercial 
long-term insurance, to understand the current 
conditions and conditions of commercial insurance 
marketing, which aspects are affected more important. 
3.  Combined with the results, this study can find out 
critical success factor of commercial long-term care 
insurance in Taiwan. As well as how Taiwanese 

people think about the key points of commercial 
long-term care insurance.  
II. DETAILS EXPERIMENTAL 
 
2.1. Analytical Hierarchy Process 
The theory of Analytical Hierarchy Process (AHP) is 
a common multi-criteria decision making method. It 
is developed by Saaty (1980) to assist in solving 
complex decision problems by capturing both 
subjective and objective evaluation measures. It 
separates a complex problem into hierarchy or levels. 
It is implemented through the following steps (Fig.2.): 
 

 
Fig.2. Processes of AHP 

 
The pairwise comparison matrix values, for decision-
makers or professionals under the subjective 
judgments. But it’s more difficult to achieve 
consistency matrix of pairwise comparison matrix 
when decision-makers or professionals make 
subjective judgments from a lot of factors and criteria. 
Therefore, it’s necessary to calculate Consistency 
Index (C.I) and to test the comparison matrix whether 
it’s consistency matrix. 
C. I. = ି୬

୬ିଵ
 ，n is the number of  comparisons for 

element.  
 λ is maximal of eigenvalue. λ max = m+(C.I. x (m-
1)), m is the number of criteria.  
        AHP appropriates C.I. index is called Random 
Consistency Index (R.I.). It is generated reciprocal 
matrix randomly using scale and gets the random 
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consistency index to see if it is about 0.1 or less. The Random Consistency Index (R.I.) shows in Table 2. 
 

 
 

Table  2. Random Consistency Index (R.I.) 
        The otherwise, Consistency Ratio (C.R.) is a 
comparison between Consistency Index and Random 
Consistency Index. C. R. = େ.୍.

ୖ.୍.
 

        If  the value of C.R. ≦ 0.1, the inconsistency is 
acceptable. If the C.R. is greater than 0.1, it means 
that the comparison matrix need to revise the 
subjective judgment. 
2.2. A Framework of an AHP Model 
The AHP has found extensive application in decision-
making problems, involving multiple criteria in 
multi-level systems.  
 
One of the strongest features of the AHP is that it 
generates numerical priorities from the subjective 
knowledge expressed in the paired comparison 
matrices. The method is useful in evaluating various 
factors. 

Based on literature review and suggestions of 
insurance experts, two levels and five main criteria 
and nineteen sub criteria are decided. The AHP 
criteria in this study are showed as below and Fig.3. : 
1. Necessity of Long –Term Care Development: 
    .   Population Aging and Lower Mortality Rate 

.  Higher Demands of Long-Term Care 

. Lack of Long-Term Care Resources 

. Lack of Stable Financial Resources 
2. Laws of Long-Term Care Adopted: 
    .   Resources of Long-Term Care Service Law 

.  Payment of Long-Term Care Insurance Law 

. Social Insurance for Everyone, Risk Sharing 

. Providing of Benefits and Service 
3. The Challenges of Government: 

. Social Insurance, Not Appropriate for Everyone 

. Moral Hazard, Increasing of Financial Collapse   

. Difficult to Increase Insurance Premium 
4. Commercial Long-Term Care Insurance: 
    .   Difficult to Sell Traditional Insurance 

.  Benefits for Specific Injuries or Cases in  
Traditional Insurance 
. New Type of Long-Term Insurance for Lower  
Insurance Premium and Clear Standard 
. Combine Personal Demands with Social Long- 
Term Care Insurance 

5.  Insurance of Business and Marketing: 
. Insurance Companies’ Training Courses 
. Salespeople’ Marketing Skills  
. Salespeople’ After-Sales Service 
. Deployment of New Customers 

 
III. RESULTS AND DISCUSSION 
 
3.1. Priority with Respect to Main Criteria  
This study is using Expert Choice TM to analyze 
critical success factor of commercial long-term care 
insurance. The two levels are Environment 
Conditions and Features and Marketing of 
Commercial Insurance. And five main criteria are 
classified into two levels.   
 

 
The pair wise comparison is used to rank the sets of 
main criteria with respect to “Environment 
Conditions” and it shows in Fig. 4. .The result shows 
the most important is “Laws of Long-Term Care 
Adopted”. Second is “Necessity of Long-Term Care 
Development”. The last one is “The Challenge of 
Government”. As the result, the Taiwanese people 
have higher expectation on long-term care. When the 
law of long-term care take effect, Taiwan’s 
government need to provide useful long-term care 
service, as well as provide various options for 
Taiwanese elder.   
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The pair wise comparison is used to rank the sets of 
main criteria with respect to “Features and Marketing 
of Commercial” and it shows in  
Fig.5. .Compare with Commercial Long-Term Care 
Insurance and Insurance of Business and Marketing,   
“Commercial Long-Term Care Insurance” is more 
important than Insurance and Insurance of Business 
and Marketing. It could mean Taiwanese people think 
new types of commercial long-term insurance 
products are better than social insurance.  
 
3.2. Priority with Respect to Sub Criteria 

 
The pair wise comparison is used to rank the sets of 
sub criteria with respect to “Necessity of Long-Term 
Care Development” and it shows in 
 Fig. 6. . The result reveals the most important is 
“Higher Demands of Long-Term Resources”. 
Because of Taiwan’s population aging rapidly, elder 
people have demands of long-term care more than 
before. Taiwan’s government needs to face up this 
serious problem and this problem will become worse 
because of children lower.  
 

 
The pair wise comparison is used to rank the sets of 
sub criteria with respect to “Laws of Long-Term Care 
Adopted” and it shows in Fig.7. .The result reveals 
the most important is “Providing of Benefits and 
Service”. Because of long-term care need to spend 
much payment and time to take care elder. It makes 
family members feel stressful and unsolvable for 
common family in Taiwan. 

 

The pair wise comparison is used to rank the sets of 
sub criteria with respect to “The Challenges of 
Government” and it shows in Fig.8. .The result 
reveals the most important is “Difficult to Increase 
Insurance Premium”. For example, National Health 
Insurance has taken effect form 1995 in Taiwan, but 
it faces many serious problems such as wasting 
medical resources or insurance premium problems 
now. So every social insurance needs to plan a better 
management mechanism to overcome problems.   
 

 
The pair wise comparison is used to rank the sets of 
sub criteria with respect to “Commercial Long-Term 
Care Insurance” and it shows in Fig.9. .The result 
reveals the most important is “Combine Personal 
Demands with Social Long-Term Care Insurance”. 
New type commercial long-Term care insurance has 
various features such as clear standard.  When people 
are young or have ability to earn money and invest in 
commercial long-term insurance that are available to 
help elders and elders’ families through commercial 
long-term insurance. Social insurance just provides 
basic service, so buying commercial long-term 
insurance can satisfy personal demands in senior life. 
 

 
The pair wise comparison is used to rank the sets of 
sub criteria with respect to “Insurance of Business 
and Marketing” and it shows in Fig.10. .The result 
reveals the most important is “Salespeople’ After-
Sales Skills”. Customers attach greater importance to 
not only insurance premium but also after-sales skills. 
Be a good salesperson needs to care about his or her 
customer is most essential. 
 
3.3. Priority with Total Sub Criteria in this Study 
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Fig.11. Ranking of Total Sub Criteria 

 
Fig.11. shows the priority with total sub criteria in 
this study. In every single main criteria, some sub 
criteria is ranking highest or lowest. But compare 
with total   main criteria and sub criteria, the ranking 
could be different in priority with total sub criteria 
because of priority of main criteria. “Providing of 
Benefits and Service” (9.2%) is most important from 
total sub criteria. The lowest sub criterion is 
“Salespeople’ Marketing Skills” (2.3%). And the 
other sub criteria are summarized as follow (Table 3.):  
 

 

 
Table 3. Priority with Total Sub Criteria 

CONCLUSIONS 
 
Medical advances over the past decade, to improve 
the health and economic growth, have to face a 
considerable degree of change. In fact, "aging 
population" is widespread in recent years in 
developed countries facing the 
phenomenon.  Because of Taiwan’s population aging 
rapidly, the needs of long-term caring have be 
increased. Except social long-term care insurance or 
service, Taiwanese people can buy commercial long-
term care insurance to make up for a deficiency in 
senior life. In the aging society, the commercial long-
term care insurance is taken more seriously in 
Taiwan. The purpose of this study was the critical 
success factors of commercial long-term care 
insurance. Due to the complexity of the problem, 
AHP was used as decision tool in this study.  Two 
levels, five main criteria and nineteen sub criteria are 
identified based on literature review and suggestions 
of insurance experts. These criterions are ranked 
based on experts’ opinions using AHP pair wise 
comparison approach.  And major conclusions are as 
follows: 
1. Taiwanese people have high demands of 
insurance benefits or long-term care service. On the 
other hand, Taiwanese people have high expectations 
on long-term care laws which Taiwan’s government 
will take effect this year.  Taiwan’s population aging 
rapidly, the needs of long-term caring are increased. 
Meanwhile, the average family members are reduced 
due to fewer children. The weakening of family care 
function has exacerbated, as well as the pressure of 
personal and family is also increased. It leads to 
create social and economic problems. Therefore, 
population aging and fewer children is Taiwan's grim 
subject. 
2. According to Taiwan social health insurance 
experience, if Taiwanese people want to have better 
quality of health care, everyone must rely on 
cherishing health resources. But long-term care 
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service and social insurance law just provide basic 
services in Taiwan. 
Long-term care service and long-term social 
insurance legislation had been adopted and the new 
law will take effect from June 2017 in Taiwan. As a 
result, Taiwanese people can combine with social 
long-term care insurance and commercial long-term 
care insurance based on personal needs to make up 
for a deficiency in senior life. 
 
This study is limited by the time, the researcher's 
experience, and research methods. Therefore, the 
research object and results are narrow in this paper. 
Moreover, the future studies may apply the analytical 
network process (ANP) and combine with Fuzzy 
Theory to explore the advanced research. 
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