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Establishment of care service quality evaluation index system for the pension institutions com-

bined with medical service
LIU Zhi-han, OUYANG Cai-ni
School of Public Administration, Central South University, Changsha Hunan 410083, China

[ Abstract] Objective: This study attempts to establish a care service quality evaluation index system for the
pension institutions combined with medical service that is aligned with China’s national conditions, scientifically valid
and generally applicable, which can help indirectly reflect the quality level of care services as judged from the de-
mand side’s perspective and improve the quality of care services. Methods; By referring to the SERVPERF service
quality evaluation model, the study designed an index system with 5 dimensions and 31 indicators around five major
categories of care services: life care, cultural entertainment, medical care, rehabilitation and spiritual comfort. Be-
sides, we collected data from elder customers at 17 pension institutions combined with medical service of Hunan Prov-
ince, and analyzed the data. Results: The index system was revised after project analysis, reliability analysis and ex-
ploratory factor analysis. As validated by confirmatory factor analysis, the index system after revision has a certain
level of robustness and applicability, and contains no serious common method bias. Conclusions; This study provides
an effective tool for the routine evaluation and supervision of the care service quality in the pension institutions com-

bined with medical service.
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F1 Al 0.688 0.821 0.082 9.962 0.000
A2 0.765 0.894 0.083 10.799 0.000
0.847 0.480
A3 0.657 0.828 0.086 9.595 0.000
A4 0.716 1.023 0.100 10.274 0.000
A5 0.674 0.881 0.090 9.803 0.000
A6 0.650 1.000
F2 Bl 0.781 1.067 0.092 11.555 0.000
B2 0.893 1.307 0.102 12.767 0.000

B3 0.89 1.321 0.103 12.795 0.000

0.912 0.639

B4 0.885 1.225 0.097 12.686 0.000

1
1
1
B5 0.655 0.646 0.064 10.035 0.000
B6 0.639 1.000
F3  Cl1 0.792 1.188 0.098 12.117 0.000
C2  0.862 1.238 0.09 12.906 0.000
C3 0.681 1.168 0.110 10.622 0.000 0.848 0.532
C4  0.594 0.813 0.087 9.358 0.000
C5  0.687 1.000
F4 D1 0.911 1.070 0.065 16.378 0.000
D2 0.924 1.093 0.066 16.608 0.000
D3 0.817 1.004 0.069 14.511 0.000
0.929 0.688
D4 0.841 0.918 0.061 14.981 0.000
D5 0.723 0.785 0.062 12.699 0.000
D6 0.738 1.000
F5s E1 0.554 0.703 0.078 9.064 0.000
E2 0.807 1.070 0.081 13.143 0.000
E3  0.699 0.946 0.083 11.433 0.000
E4 0.785 1.071 0.084 12.811 0.000 0.875 0.503
E5S 0.714 1.080 0.093 11.678 0.000
E6 0.654 0.932 0.087 10.705 0.000

E7 0.719 1.000
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Y X X2/ df RMSEA GFI AGFI NFI RFI
M, 1017.027 2.575 0.072 0.813 0. 780 0.832 0.815
LAY IFI TLI CFI PGFI PNFI PCFI Bollen-Stine bootstrap p
M, 0. 890 0. 878 0. 889 0. 691 0.756 0. 808 0. 000
(4) GER R SRR T 0.5,{H F1 () AVE {H LT 35 0. 480, B /)
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Fl F2 F3 F4 F5

F1 0.480

F2 0.428***  0.639

3 0.558***  0.425*""  0.532

F4 0.295""  0.4497°**  0.521"" 0.688

Fs 0.408 " 0.488°*"  0.516™" 0.437"" 0.503
AVE FJiff 0.693 0.799 0.729  0.829  0.709
T 0 AR L Bl AT AL B AVE B, HANEO A 25 8 1 58 A hr e

AR R BRI, = * i3 P E/NT 0.001
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SR FHAA2 Tl oA 00 2 4 15 A R A 6 T R A 6, A A —
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PREE A T Fir, W2 BA A7 16 7™ 5 1 3L R 7 ik
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FLAEAN TLL A S D HZHE bR, 45 R WNK 7 PR,
PSS ] ) RMSEA {HAZfE AR 0. 05, CFT
GFI{EL AGFI{ELFN TLI fE AL A B L 0. 1, AT
T2 57, UEIASIF T 0 = 1 3[R 7 ik 25

KT EHARVENBEREREER

R RMSEA CFI GFI AGFI ARMSEA ACFI AGFI AAGFI ATLI
M, 0.072 0. 889 0.813 0. 780 0. 878
0. 007 -0.029 -0.034 -0.025 -0.025
M, 0. 065 0.918 0. 847 0. 805 0.903
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