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The development status of chaperone service industry and the countermeasures of
strengthening supervision: A qualitative study
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[ Abstract] Objective: With the aging of the population and the increase of medical treatment in different
places, chaperone services are gradually emerging, but there are problems such as insufficient training of patient
navigators and lack of rules and regulations in the industry. It is necessary to strengthen supervision and standardized
management to improve service quality. To explore the current situation and risks of the chaperone service industry
from the perspective of patient navigators and doctors, and to provide suggestions for policy formulation. Methods:
The Theory of Planned Behavior (TPB) and Knowledge-Attitude-Practice ( KAP) models were developed to outline
the interview. A total of 22 doctors and patient navigators were selected from 5 large Grade Three hospitals and 20
online consultation platforms in Shanghai for semi-structured interviews. The data were analyzed using “7 Steps of
Data Analysis in Colaizzi Phenomenology Research”. Results: The chaperone service industry faces risks such as lack
of professional norms, vague definition of legal responsibilities, insufficient professional competence among
practitioners, and regulatory gaps. Conclusions: We should further establish a unified industry standard and
certification system, strengthen the training of patient navigators, improve the supervision of online platforms, and
effectively protect the rights and interests of doctors, so as to better promote the development of the industry and

provide quality services for patients and doctors.
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