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Information gaps in the market for social services:
retirement homes in the Czech Republic
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Abstract: The research address a partial issue of market failure in the form of infor-
mation asymmetry. Within the public sector, social services, together with health
services, belong to typical sectors where the information superiority of supply against
demand is detected. The presence of asymmetrical/imperfect information within the
social care has a significant effect on retired people who demand the services of re-
tirement homes, and this effect occurs before as well as during the consumption of this
service. The paper aims to identify and evaluate the information gaps of 159 official
websites of retirement homes in the Czech Republic that are related to the supply of
offered services. The evaluated websites of the retirement homes were selected in a
way including all three types of the legal form of retirement homes (semi-budgetary
units of regions, limited liability companies, church legal entities) that are present in
this category of social services in the Czech Republic. The multi-criteria evaluation,
performed by using the TOPSIS method, included 14 types of information (criteria).
The TOPSIS method is based on the selection of the variant that is the closest one to
the ideal variant and that is characterized by a vector. The results show that retirement
homes insufficiently disclose several types of information. These include the condi-
tions of acceptance into the retirement home, annual reports, some types of contact
information, internal rules of the home, and the electronic link for the communication
with the retirement home. In relation to the evaluation of the total level of 14 types of
information being disclosed on the websites of retirement homes, it was revealed that
3% of them achieve an excellent level, 30% achieve a lesser than excellent level, 60%
achieve a low level, and 7% of retirement homes achieve a very low level.
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Introduction

The information gaps in the market for social services are a consequence of the infor-
mation asymmetry that represents the information superiority of one side of a market
transaction, (Boyer et al., 2003; Varian, 2014). The information superiority of the
supply can generate the so-called imperfect information that the sellers disclose to the
buyers before the transaction and that is related to attributes and functionality of the
object of the transaction (for example, the social service). During this, the imperfect
information can cause market deformations that are followed by phenomena such as
negative selection, limited rationality, and moral hazard, (Sojka, 2002; Jurecka et al.,
2018).

Social care, just like the health care, represents a typical example where arising from
the nature of these services, the providers have considerable, expertly determined
information superiority against the clients of these services. (Barile at al., 2014) The
presence of asymmetrical information within the social care and health care has a
significant impact on retired people who demand the services of retirement homes,
and this impact occurs before as well as during the consumption of this service. The
majority of authors researching the issue of social services (Netten and Davies, 1990;
Prtsa, 2007; Mertl, 2008; Huang, Ku, 2011; Seifert, Schelling, 2018) are inclined to
think that retired people, from the perspective of independent decision-making, repre-
sent a disadvantaged (endangered) segment of clients of social services, and during
the decision-making on the selection of a retirement home, they often rely on the
judgement and recommendations of others, in an ideal case, of current clients of social
services or members of their own family.

Providing information about the content and quality of the supply of social services
before consuming them is irreplaceable also because (a) social services are the so-
called experience goods; (b) a large number of retired people do not have the
knowledge and possibilities needed for acquiring information that would make the
selection of the right choice easier. Holasova and Malik (2014) states that the provid-
ers of social services should, therefore, try to materialize the process of services, for
example, via a description of the procedure of the social help, which would eliminate
the ignorance of the clients. This especially applies to the cases when the demand for
social service is related to existential issues connected to life, health, and rights, or
substantial economic issues.

The informal social care on the level of households is being transferred to formalized
(institutionalized) markets if the ability of informal care within the area of nutrition
and personal care decreases to a threshold level. A typical example is represented by
retirement homes that substitute personal care and also provide a home. (Netten and
Davies, 1990; Prusa, 2007; Mertl, 2008; Huang, Ku, 2011)

Within the field of residential social services for retired people in the Czech Republic,
as a consequence of numerous socio-economic and demographic trends, there has
been a long-term excess of demand over supply, which emphasises the topicality of
the issue of information asymmetry in the context of quality of services being provid-
ed. According to official statistics of the Czech Social Security Administration, there
were 2,410,000 old-age pensioners and 421,000 disability pensioners in the Czech
Republic to the date of 31 December 2018. At the same time, there were 61,013 unsat-
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isfied applications recorded in which retired people were applying for being placed in
a retirement home. The average time of waiting for acceptance into a retirement home
in the Czech Republic is very long, being counted in years if it is a case of retired
people with a lower degree of dependence on other person or with ability to use the
social service in other forms (ambulatory, in the field). Shorter waiting time for the
acceptance into a retirement home, counted in months, is recorded for the placement
in a retirement home if it is a case of retired people with a high degree of dependence
on the care. (Czech Social Security Administration, 2018) There is a remaining ques-
tion whether the state of the unsatisfied demand for the social care of retirement
homes has a negative impact on the quality of information about the services being
offered by retirement homes that are disclosed online.

This paper aims to identify and evaluate the information gaps of 159 official websites
of retirement homes in the Czech Republic that are related to the supply of the ser-
vices being provided.

Concerning the defined aim, three research questions will be tested: RQ1: “Do retire-
ment homes disclose basic and practical online information for future clients?”’; RQ2:
“Is it possible to determine the differences in quality of the disclosed online infor-
mation of retirement homes with regard to the type of provider?”’; RQ3: “Which im-
portant piece of information about the service being offered by the retirement home is
not sufficiently disclosed?”.

Identification and evaluation of information gaps are performed according to the mul-
ti-criteria method TOPSIS. It includes 159 retirement homes established by three
types of providers (semi-budgetary units of regions, private limited liability compa-
nies, church legal entities), and during the selection of types of information, it takes
into account the requirements of the Act no. 108/2006 Coll. on Social Services.

Literature review

The specifics of the issues of information asymmetry in the public sector, or the mar-
kets for health care, were recognized for the first time in the works done by K. J. Ar-
row in 1963. Arrow (1963) pointed to information asymmetry occurring in the mar-
kets for health care, caused by an extremely high degree of uncertainty. The condi-
tions of uncertainty cause that (i.) patients often irrationally and not always correctly
evaluate the quality of the health care provided for them; (ii.) accurate information is
becoming very valuable goods; (iii.) information about the prediction of consequences
of a treatment is intangible and it is limitedly tradeable on the side of supply as well as
demand. (Frank, Salkever, 1994; Haas-Wilson, 2001; Robinson, 2001; Bloom et al.,
2008)

According to Schaad (1998), the field of social services indisputably represents a
typical example of a market where there is information asymmetry between the two
participants of a contractual relationship. For the sector of social services, it is typical
that the demand is not constant, but, on the contrary, it is irregular and unpredictable.
Holasova (2014) states that the person interested in social service, due to a lack of
knowledge and experience, is not able to accurately evaluate his/her health condition
or the social issue emerged and the way how to solve it. McCaughey and Bruning
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(2010) state that in some cases, there can be situations when the persons interested in
the service are limited in their abilities to look for all the information needed about the
social service, and this is caused by the emerged burdensome social condition or a
serious health condition. In this case, they satisfy their urgent needs by the selection of
the first variant that fully or at least partially meets the minimal criteria for the solving
of the current matter, opposed to keep looking for the optimal variant.

The persons interested in social service, based on the information available for the
decision-making, can tend to choose such a provider of the social service who, in their
opinion, seems to be the best one, and who is able to sufficiently satisfy their needs.
Nevertheless, during the consumption of social service, it can be revealed that their
choice was not right. Therefore, they are forced to look for all the information availa-
ble again and re-evaluate it to make a different, better decision. This is linked to con-
siderable costs of information needed by the client to be able to switch the service’s
provider but also to the switching costs, which mainly lie in the necessity of getting
used to a different provider, often in a very short time. (Janicko and Koubek, 2012)

In the Czech Republic, there is a predominance of institutionalized care for retired
people, being provided by public entities. According to Kubal¢ikova and Havlikova
(2016), liberalization and substitution of residential care by alternative forms of all-
day care are delayed by 20 years when compared with western Europe. The results of
the study done by the aforementioned authors also show that home services (in-the-
field social care) in the Czech Republic were not able to adapt to growing needs for
the care for elderly adults, and the rising demand caused an unintended effect. Unreg-
istered, profit-making caring homes emerged, which offer care of low quality and
which provide poor working conditions for their employees. Health, as well as lives,
of elderly adults, can be in danger if they choose such services.

The topic of insufficient supply of retirement homes is the issue in the majority of
developed countries. Vlachantoni (2019) studies the impact of social policies, family
background, and the health and social-economic status of the retired people on the
demand for social care. The unsatisfied demand in the UK is connected to social ser-
vices that are being provided simultaneously with residential services (for example,
retirement homes) and that are focused on the tasks of everyday life, personal hygiene,
and eating of the clients. Roblin et al. (2019) study the growing unsatisfied demand
for residential social care and compare this care with retirement homes in the area of
Ontario, through the prism of public funds. The growing demand causes long waiting
times for placing into government-subsidized facilities with intensive social-health
care. This leads to the decreasing of the equality within the access to residential care
for retired people.

According to Priisa and Horecky (2012), the information about social services should
be easily accessible for everyone who could need it. The information accessibility and
impartial counselling on the types and range of services available and on their provid-
ers should be accessible to the persons interested in the service not only in the social
facilities but also, for example, on their websites. With the development of online
social services, the websites now provide more information for the public. These types
of information can reflect the quality of results of social facilities and their providing,
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with the objective to facilitate the selection of the concrete provider for the persons
interested in the service.

Methodology and data

In the Czech Republic, according to the Register of social services providers, there are
529 organizations providing residential social services for the retired people, with a
total capacity above 38 thousand places. Within this number, there are 349 semi-
budgetary units of regions, 67 church organizations, and 113 private providers of
social services, among which there are 52 organizations with the legal form of a lim-
ited liability company. In connection with the Act on Social Services, since 1 January
2007, there are the rules effective for all the providers of social services — Standards
for social services — that besides other things impose an obligation on them to disclose
the information on the services provided, (Ministry of Labour and Social Affairs, 2019)

For the needs of identification and evaluation of the information gaps within the
online sources, 159 websites (online sources) of retirement homes were analysed. The
websites of retirement homes for the evaluation were selected so that they included all
three types of legal form that are present in the Czech Republic in this category of
social services. The number of retirement homes selected was determined with regard
to mutually comparable frequency of all types of legal form.

The selected retirement homes

The legal form and the numbers of retirement homes for which the information dis-
closed on official websites were evaluated:

= semi-budgetary units of regions with the number of 52 such organizations (de-
noted as type A), representing 15% within the total number of all retirement
homes of this type of legal form operating in the Czech Republic to the date of 1
January 2019 (randomly selected with regard to localization of retirement homes
with the legal form of Ltd companies);

= private organizations (Ltd companies) with the number of 52 such organizations
(denoted as type B), representing 100% within the total number of all retirement
homes of this type of legal form operating in the Czech Republic to the date of
1 January 2019;

= church organizations with the number of 55 such organizations (denoted as type
C), representing 82% within the total number of all retirement homes of this type
of legal form operating in the Czech Republic to the date of 1 January 2019.

The types of information evaluated

Based on a review of expert literature sources, consultations with experts in the field
of social work and services, and the requirements of the Act on Social Services, 14
types of information were determined as the criteria listed in Table 1 (criteria 11 — 114).
These consist of two characteristic sets of information: (1) 11 — 17 represent basic and
practical information, which is the obligatory information that the providers of social
services are obliged to disclose by the Act on Social Services; (2) 18 — 114 represent
contact and additional information, which presents the basic and practical information
in a visual form, improving the transparency of social services (retirement homes).
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An important step within the whole calculation using the TOPSIS method is the de-
termination of weight for the criteria. KerSuiene et al. (2010) divide the approaches for
weight determination into four groups: subjective, expert, objective, and integrated (as
a combination of the first and the second group of approaches).

The weight for the criteria was assigned in an integrated way, based on the consulta-
tions with experts on social services and the preferences of potential clients (see Table
1). The information was searched for on the websites of retirement homes during
January and February 2019. The accessibility of a piece information was evaluated
using a scale of 0 — 10, where 0 points = absence of the piece of information, and 10
points = fully and easily accessible piece of information.

Table 1. Characteristics and weight of the pieces of information (criteria) evaluated for
the retirement homes

Code criterion’s description weight

11 type of social services of the retirement home 7

12 characteristics of the retirement home’s services 7

13 retirement home’s mission 7

14 criteria for the acceptance into the retirement home 9

5 price list of the services (accommodation, eating, caring services) of the 9
retirement home

16 information on the capacity of the retirement home 7

17 annual reports of the retirement home 5

18 bas_iI(; contact information of the retirement home (address, phone number, e- 8
mai

19 localization contact information of the retirement home (map, transport 8
connection)

110 visualization of the retirement home (for example, images of the interior, 8
exterior, virtual presentation)

111 activities in the retirement home (leisure time activities) 8

112 downloadable application form into the retirement home 7

113 internal rules of the home (rights and responsibilities of the clients, visitors, 6
family members)

114 electronic link for the communication with the retirement home 6

Source: own processing.
The TOPSIS method

The TOPSIS method (Technique for Order of Preference by Similarity to Ideal Solu-
tion) is a specific technique, representing one of the most frequently used MCDM
methods (Multi-Criteria Decision Making), whose origin is attributed to authors
Hwang, Yoon (1981), Yoon (1980), who developed the TOPSIS technique as an al-
ternative to the ELECTRE method (Zavadskas et al. 2014). The TOPSIS method is
based on the selection of the variant that is the closest one to the so-called ideal vari-
ant (characterized by the vector of the best criterial values) and at the same time the
furthest one from the so-called basal variant (characterized by the vector of the worst
criterial values). The TOPSIS method is being applied to solve decision-making tasks
in the public as well as in the private sector, (Jablonsky and Dlouhy, 2015; Ardielli
and Becica, 2018).
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The result of the TOPSIS technique is described by Streimikine et al. (2012) as the
solution with the shortest distance to the positive ideal solution (PIS), calculated using
the Euclid distance. The TOPSIS technique offers a solution that is the closest one to
the above-mentioned PIS under given conditions, and that is the furthest one from the
negative ideal solution (NIS), (Olson 2004; Zavadskas et al., 2016).

The procedure of the TOPSIS technique can be described in several steps:

1) putting the alternatives in order according to the corresponding, beforehand iden-
tified, criteria are captured by the D matrix,

j n
A1 X1 Xipees le-- Xin
Ay Xy Xge Xpjee Xy
D=| - : : :
A Xy X X X

Am Xml Xm2"' ij"' an
where A; = i alternative, x;; = value of the j criterion, reached by the i alternative;

2) normalization of the created matrix according to formula (1):

= X; / Z Xi? (5]

where x;; = value of the j criterion reached by the i alternative;

3) multiplication by the weight for the individual criteria according to formula (2):
Vi =W @)
where v;; = weighted normalized value, and w;; = criterion’s weight;

4) identification of the PIS and NIS alternative according to formula (3):

H; = max(w;), D; = min(w; ) 3)

5) calculation of the distance from the PIS and NIS alternative according to formula
(4):

d; {ZM— - HJ)Z} o :{Z(Wﬂ ‘D")Z} X

6) calculation of the relative distance from the PIS alternative according to formula

®):
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d-
c=—"—
d; +d;

where c; = relative closeness to PIS;

®)

7) values ¢; lie in the interval <0,1>, where the basal variant has the value 0, and the
ideal variant has the value 1. Putting the variants in order according to ¢; from the
highest one to the lowest one. According to the required number of variants, those
with the highest values of the indicator are selected. (Jablonsky, Dlouhy, 2015;
Vavrek, 2015)

Empirical results

The results of the multi-criteria evaluation using the TOPSIS method are determined
(a) partially according to individual types of retirement homes A-C, and (b) in total
for all retirement homes with the number of 159 retirement homes, regardless of their

type.

Information gaps are detected according to the range of individual types of pieces of
information from the perspective of two above-mentioned information areas. The total
level of the information being provided is evaluated according to the determined four-
level scale for the c; value:

= 1.00-0.80 very high level of the information being disclosed;

=  0.79-0.60 lesser than the very high level of the information being disclosed;
= 0.59-0.40 low level of the information being disclosed;

= 0.39-0.10 very low level of the information being disclosed.

Results for the type A retirement homes: semi-budgetary units of regions

The evaluation of the accessibility of online information 11 — 114 being disclosed by
the type A retirement homes is strongly heterogenous (Fig. 1.). Based on the per-
formed analysis of the range of individual 14 types of information within the condi-
tions of 52 type A retirement homes, it can be stated that two specific information
gaps were detected, and these gaps are related to:

= |4 criteria for the acceptance into the retirement home,
] 114 electronic link for the communication with the retirement home.

The values reached by c; cannot be described by normal distribution (w = 0.949; p =
0.044), as it is indicated by the graphical difference in the mean values (Fig. 1). The
level of kurtosis (y = 0.729), together with higher variability (v = 18.16%), indicate
higher differences in the evaluation of individual entities that manifest in the range
being at the level of 0.487 of the relative distance to the PIS (Fig. 1). The mean value
of the ¢; is 0.61; the minimum value of the c; is 0.43; and the maximal value of the
¢; 15 0.92.

Figure 1. Type A retirement homes: the range of the criteria and the c; values
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Source: own processing.

A very high level of the online information being disclosed was detected for 4 (8%) of
retirement homes. A lesser than the very high level of the online information being
disclosed was detected for 22 (42%) of retirement homes. A low level of the online
information being disclosed was detected for 26 (50%) of retirement homes. A very
low level of the online information being disclosed was not detected within this type.

Results for the type B retirement homes: retirement homes with the legal form of Ltd
companies

The evaluation of the online information 11 — 114 being disclosed for the type B re-
tirement homes is strongly heterogenous (Fig. 2). Based on the performed analysis of
the range of individual 14 types of information under conditions of 52 type B retire-
ment homes, it can be stated that one very strong information gap was detected, which
was the gap related to:

= |7 annual reports of the retirement home,
and three strong information gaps were detected, and these were the gaps related to:

= |4 criteria for the acceptance into the retirement home,
] 113 internal rules of the home and
. 114 electronic link for the communication with the retirement home.

Figure 2. Type B retirement homes: the range of the criteria and the c; values

10 —1_ BESINE ,,,j,,‘ I
&8 vy . TERgl | |

i)

- o ©
I T
|

individual evaluation

~

o

: e . : o 0.34 0.44 054 064 0.74
M 12 13 14 15 16 17 18 19 1O M1 M2 M3 M4 relative distance to PIS

Source: own processing.

While evaluating the accessibility of the studied types of information within the type
B retirement homes, relatively higher differences can be observed in the evaluation of
individual social facilities or their websites (R = 0.323; v = 18.13%). Despite minimal
differences in the mean values of the c;, it can be stated that there is negative skew-
ness of the results, absence of distant or extreme observations, and the hypothesis on
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normal distribution is rejected (w = 0.948; p = 0.041). The mean value of the ¢; is 0.51;
the minimum value of the ¢; is 0.35; and the maximal value of the ¢; is 0.67.

A very high level of the online information being disclosed was not detected. A lesser
than the very high level of the online information being disclosed was detected for 8
(15%) of retirement homes. A low level of the online information being disclosed was
detected for 38 (73%) of retirement homes. A very low level of the online information
being disclosed was detected for 6 (12%) of retirement homes.

Results for the type C retirement homes: retirement homes with the legal form of
church non-profit organizations

The evaluation of the accessibility of the types of information (11 — 114) being dis-
closed by the type C retirement homes is strongly heterogenous (Fig. 3).

Based on the performed analysis of the range of individual 14 types of information
under conditions of 55 type C retirement homes, it can be stated that four considerable
information gaps were detected, and these gaps were detected for:

] 14 criteria for the acceptance into the retirement home,

] 19 localization contact information of the retirement home,
= 111 activities in the retirement home,

®= |13 internal rules of the home.

The total results of the studied group of the type C retirement homes show positive
skewness, the majority of websites were evaluated as below-average (Fig. 3). A higher
variability (v = 24.67%) is caused by small groups of entities that took places at both
sides of the evaluation spectrum, which was shown in the higher inter-quartile range
(IQR = 0.177) and negative kurtosis (y = -0.625). The quality of the information avail-
able, expressed via the standard deviation or the variation coefficient, is the most
heterogenous in the case of evaluation of the determined set of indicators. The mean
value of c; is 0.47; the minimal value of c; is 0.28; and the maximal value of c; is 0.74.

10

Figure 3. Type C retirement homes: the range of the criteria and the c; values
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Source: own processing.

A very high level of the online information being disclosed was not detected. A lesser
than the very high level of the online information being disclosed was detected for 6
(10%) of retirement homes. A low level of the online information being disclosed was
detected for 30 (55%) of retirement homes. And finally, a very low level of the online
information being disclosed was detected for 19 (35%) of the type C retirement homes.
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Complex results for all types (A, B, C) of retirement homes

The results of the ¢; for 159 entities (websites of all type A, B, and C retirement
homes) studied as the results of one group showed lower mean value and corroborated
the hypothesis on normal distribution of results (w = 0.971; p = 0.066). Two entities
do not follow the overall structure of results in a positive way; these entities reached
higher than 0.9 value of the relative distance to the PIS for all the indicators (11-114).

In general, the best results were achieved by the type A retirement homes, and also the
two abovementioned entities with the best rating among all 159 entities belong to type
A. The single-factor analysis of variance corroborated the assumption on differences
between individual types of retirement homes, and it also identified these differences
as statistically significant (F = 17.61; p < 0.01).

Putting all three types (A, B and C) together did not affect the results’ structure, which
was corroborated by the comparison of the mean value of the c¢; reached within a set
of entities of a certain type of retirement homes with the value reached within the
whole set of 159 entities, (Tab. 2).

Table 2. Comparison of the mean c; values

retirement home within the type within all types
Type A 0.6110 0.6144
mean c; Type B 0.5061 0.5359
Type C 0.4655 0.4931
Type A 0.5988 0.6049
median c; Type B 0.5116 0.5353
Type C 0.4420 0.4639

Source: own calculation.

The total level of the information being disclosed is evaluated according to the deter-
mined four-level scale for the c; values, where from the perspective of 159 evaluated
entities (Fig. 4):

= avery high level of the information being disclosed, when the value of the rela-
tive closeness to the PIS (c;) lies within the interval [1.00 — 0.80], was achieved
by 3% of the studied entities; this level was only reached by four type A entities;

= alesser than the very high level of the information being disclosed, when the c;
the value lies within the interval [0.79 — 0.60], was reached by 30% of the stud-
ied entities; the majority of entities on this level were the type A entities;

= alow level of the information being disclosed, when the c; the value lies within
the interval [0.59 — 0.40], was reached by 60% of the studied entities; the majori-
ty of entities on this level were the type B entities;

= a very low level of the information being disclosed, when the c;the value lies
within the interval [0.39 — 0.10], was reached by 7% of the studied entities; the
majority of entities on this level of the information being disclosed were the type
C entities.
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Figure 4. The level of online information being disclosed by the researched retirement
homes

80 73
60
60
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B[1.00-0.80] m=[0.79-0.60] B[0.59-0.40] ®[0.39-0.10]

Source: own processing.

Discussion

The information about the supply of social services available can currently be gained
in several ways (personal and remote types of access). This fact follows a legislative
requirement effective for every provider of social services, regardless of the type of
service being provided. The accessibility of information about social services can be
expressed as an indicator of reachability of the social service for potential clients.

Nowadays, the websites represent the most used mean of communication with the
potential clients of social services as well as with the public. Thus, it is legitimate to
expect that social services in the form of retirement homes should be maximally
transparent regarding their specific societal nature as well as their relatively high pro-
portion of funding from the public budgets.

The results of the multi-criteria and statistical analyses show that (see research ques-
tions RQ1, RQ3) all the evaluated retirement homes offer almost full information on
the type of social service provided, and they also state its description. Nevertheless,
within the area of basic and practical information, an unexpected considerable infor-
mation gap was detected, especially in the case of type B and type C retirement homes,
in the form of information (14) about the conditions for the acceptance into the retire-
ment home, thus the piece of information about how the individual applications for
acceptance will be assessed. At the same time, especially from the side of providers of
retirement homes (type B), the currently valid price lists for the services being provid-
ed are not being sufficiently disclosed, and the disclosure of annual reports is almost
non-existent. The information gaps of the evaluated retirement homes also include the
information within the area of contact and additional information, especially the piece
of information about organizational and technical conditions and the rules in the form
of a list of home’s internal rules (I13) are missing, together with the electronic link for
the communication with the retirement home (114). The absence of these types of
information considerably limits the decision-making ability of potential clients, which
results in the emergence of additional costs (time and financial) needed for the addi-
tional searching for them. Pertaining to this, the results gained can be confronted with
the opinion that the provided online information about social services of retirement
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homes needs to be seen as a product that has its current and future value, for the con-
crete client as well as for the public, (Holasova Malik, 2014, Prusa, 2013).

The partial as well as the complex evaluation of the level of information being provid-
ed by retirement homes, according to the TOPSIS technique, detected considerable
differences among individual types of the legal form of retirement homes (see re-
search question RQ2). A low level of information being disclosed is provided by 60%
of researched retirement homes, and the majority of retirement homes on this level are
the retirement homes with the legal form of Ltd companies (type B). A very low level
of the information being disclosed is provided by 7% of retirement homes, and the
majority of retirement homes on this level of information being provided are the re-
tirement homes with the legal form of church organizations (type C).

The level of online information being provided by retirement homes operated by pri-
vate entities of commercial or church nature is very low. The remaining question is
“why”? There is an assumption stated by Janicko and Koubek (2012) that the persons
interested in social service, when making a decision based on the information availa-
ble, can tend to choose the provider of social services who seems to be the best one
and who is able to sufficiently satisfy their needs. Moreover, private providers of
retirement homes must face economic superiority as well as the superiority in numbers
of public providers in the form of state-funded organizations of regions and munici-
palities. There are several possible answers to the above-stated question. Nevertheless,
the official statistics and studies available (Czech Statistical Office, 2017; Prisa and
Horecky 2012; Prasa, 2013; Association of Social Services Providers of the Czech
Republic, 2010) show that there is an excess of demand over supply in the market of
residential social services for the retired people in the Czech Republic, which is not
directly caused by the decrease of the service’s price but by other socio-economic,
demographic and political factors. Therefore, at least it can be assumed that the pro-
viders are not sufficiently economically motivated to provide the information on a
high level.

The results for the type A retirement homes (semi-budgetary units of regions) can be
seen as very critical, where only 8% of these retirement homes disclose the infor-
mation on a high level, 42% provide lesser than high level of the information, and 50%
of these homes provide only a low level of the information being disclosed. Therefore,

it can be stated that the retirement homes with the legal form of semi-budgetary units
of regions do not represent a security and an example of fully accessible online infor-
mation within this area of social services.

Conclusion

The information gaps within the area of supply of social services of 159 selected re-
tirement homes related to the online information being disclosed during January and
February 2019 were researched based on the assumption of occurrence of information
asymmetry and its negative impact on the decision-making of the clients, as well as on
the quality of the social services being provided.

The researched set of 159 official websites of retirement homes consisted of 52 web-
sites of retirement homes that are established by self-governing regions as semi-
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budgetary units of regions, 52 websites of retirement homes that are established by
private entities as Ltd companies, and 55 websites of retirement homes that are estab-
lished by churches as church legal entities.

Within the identification and evaluation of the information gaps, 14 types of infor-
mation were tested, consisting of two sets: (1) basic and practical pieces of infor-
mation, and (2) contact and additional pieces of information. The information gaps
were analysed according to the multi-criteria TOPSIS method for the evaluation of
different variants.

Within the solving, three research questions were tested. The first research question
was focused on the level of basic and practical pieces of information being provided.
Within this set of information types, a significant information gap was identified in the
form of the piece of information about the conditions for the acceptance into a retire-
ment home, which occurred by all three types of retirement homes, especially by those
that are established by private entities and church organizations.

The second research question was focused on the differences in the quality of online
information being provided by the retirement homes with regard to the type of provid-
er. On average, the best online information for the clients and for the public on the
services provided are given by the retirement homes of public establishers (regions).
Nevertheless, within the websites of this type of retirement homes, a lesser than high
level of the information being provided was detected by 42% of websites, and a low
level was detected by 50% of these retirement homes. The websites of private and
church retirement homes provide information with a low and very low level (85% of
the Ltd companies and 89% of church legal entities).

Besides the abovementioned information gap, other gaps were identified too, and
these were within the context of testing of the third research question. It is mostly the
case of additional contact information that helps localize (find) the seat of the retire-
ment home in the map/area and facilitate the search for the transport connection
(“How will you get to us?”). Websites of retirement homes also insufficiently inform
on the leisure time activities and possibilities in the retirement homes, on the internal
rules effective in the building and other spaces of the retirement home, and they do not
offer an electronic link for the communication with the retirement home.

Respecting the methodological and time limit, the results gained in the form of specif-
ic information gaps of retirement homes’ websites show a problem that is directly
linked to the quality of the social services being provided and indirectly linked to the
organization and funding of social services established for the retired people in the
Czech Republic.
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