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Systematic review of Chinese and international research on service quality evaluation index sys-

tems of elderly care institutions
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[ Abstract] Objective: To systematically review the service quality evaluation index systems of elderly care insti-
tutions in China and abroad and provide a favorable reference for establishing an index system which is suitable for
China’s national conditions. Methods: After comprehensively retrieving Chinese and international databases and
downloading papers published from building database through November 2019, duplicate documents were deleted by
the help of EndNoteX9 and the remaining literatures were screened according to inclusion and exclusion criteria. Lit-
erature data were extracted using Excel and qualitative description analysis method was used to analyze the basic in-
formation, application and indicators of index systems. Results: A total of 56 literatures among which featured 34 Chi-
nese literatures and 22 international literatures,and 48 index systems were included. After analysis, it was found that
the Chinese theoretical models mostly draw lessons from foreign countries and pay insufficient attention to culture and
crowd specificity, and the content of the Chinese index lacks foresigh and guidance. The objectivity of the Chinese in-
dicators weighting has been enhanced but the use of methodsis still non-diversified. In addition, the universality of
both Chinese and international index systems needs to be strengthened, and the diversity of evaluation objects and meth-
ods be enhanced. Conclusions: In the future research, it should be necessary to strengthen the innovation of localized theo-
retical frameworks. The selection of indicators should play a guiding role in the future development of elderly care institu-
tions on the basis of reality. The subjective and objective methods should be combined in the determination of index weight,

and the evaluation index systems should expand the target type and scope to be more applicable.
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