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[ Abstract] Under the current healthcare service supply system, the utilization of health resources and health
service provision is inappropriate, and the service quality is poor. The phenomenon of patients seeking for medical
services in tertiary hospitals is prominent, characterized by inappropriate admissions and inadequate service provi-
sion. This is due to the fact that in the health service supply process, the responsiveness is doubtful. Most key factors
indicating the weakness in responsiveness include the insufficient consideration of the actual needs of patients and the
formation mechanism featured by unbalanced service utilization when the government formulates policies and medical
institutions provide services, the government lack consideration of the actual needs of the region and residents, and
the service providers’ dissatisfaction in terms of development needs. Besides, the providers’ service mode does not
meet the current level of residents” medical and non-medical needs. The responsiveness of health service supply sys-
tem is characterized by the response of the policy to the residents and to the service providers, and the response of the
providers to the residents, which is divided in three classes of responsiveness, namely, policy to residents, policy to

service providers, and service providers to residents. Based on the Service Contact Theory, the improvement strate-
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gies of the three types of responsiveness were analyzed. Based on the responsiveness and its features, it is suggested

to optimize the health service supply system reform through high precision in targeting the policy formulation needs so

as to meet the residents’ needs, making dynamic adjustments to meet the suppliers’ development needs and the suppli-

ers need to pay attention to different needs of residents and optimize service experience.
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