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Abstract This study aimed to verify the quality factors of current community care services in China and
analyze whether the quality of services provided meets the welfare needs of users. Shandong Province
in China was selected as a survey area, and an attempt was made to develop an objective tool for
measuring the quality of care services for the elderly in Shandong Province through a survey. Most
existing studies related to the quality of care services for the elderly at home in China have applied the
SERVQUAL model as it was, added or partially changed to reflect the characteristics of the service
organization and verify the possibility of using the SERVQUAL model, but they did not conduct an
empirical analysis. Therefore, it is necessary to develop a scale that secures the validity of measuring
the quality of care services for the elderly in China. In this study, 34 questions of a six-factor structure
were developed as a quality measure for care services for the elderly at home through interviews with
experts and exploratory factor analysis, and confirmatory factor analysis was conducted to confirm the
model fit of the factor structure. Finally, the convergent and discriminant validity were verified to
confirm high reliability and validity by verifying the internal validity between the six factors and
sub-questions. The results showed empirically that China's home care service quality scale presented in

this study can increase its applicability as a measure to secure validity.
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Table 1. Preliminary Measurement Questions on
Quality Scale of Elderly Care Services in

China
Domain Num. Question
Al The location of the center is close to
the community and easy to find.
A2 The elderly have no difficulty using
furniture, equipment, or equipment
in the center.
A3 Fire extinguishing facilities and
alarm systems are well equipped.
A4 There are safety devices and
Environment information signs on windows and
doors.
A5 The restaurant is convenient to use.
A6 There is a consultation room or a
place for consultation.
A7 There is a leisure program room,
and it is suitable for use.
A8 There is a separate space for
physical therapy facilities.
Bl The staff has excellent knowledge
and skills.
B2 The staff are polite and kind to the
elderly.
Staff B3 I feel safe when I'm with my
employees.
B4 The staff treats me with respect.
B5 The staff's appearance and attire are
neat.

74

Domain

Num.

Question

Care

Cl

Care workers provide services at the
right time.

C2

Care workers respond quickly to my
needs.

C3

Care workers provide me with the
services I need smoothly (clothing,
eating, bathing, etc.)

C4

Provide living assistance services
according to the needs of the elderly
(paying for laundry, electricity,
water, etc.).

C5

Every week, the restaurant prepares
a diet and presents it in plain sight.

0]

Regular health checks are
conducted.

c7

Liberal arts, hobbies, entertainment,
and sports activities are properly
implemented.

Cc8

Counseling services are in progress.

Healthcare

D1

The medicine prescribed to the
patient is administered accurately.

D2

In the event of an emergency
patient, immediate action is taken.

D3

The doctor gives quick help when
needed.

D4

Programs for rehabilitation (physical
therapy, resin or foot therapy,
occupational therapy, etc.) are
operated.

D5

Guaranteed devices are provided
according to the physical health
status of the elderly.

social
Cooperation

El

There is a connection with
community medical institutions
(internal medicine, orthopedic
surgery, ophthalmology, dentistry,
psychiatry, etc.).

E2

It is linked to senior-related
organizations and other senior
welfare facilities or welfare facilities
in other fields (e.g. Senior
University, Senior Activities Room.
Nursing homes, children, women's
facilities, etc.).

E3

Conduct educational programs for
volunteers.

E4

Volunteers enrolled in the center are
participating in volunteer activities
in the long term.

E5

Volunteer encouragement activities
(rewards, sponsors' nights, issuance
of certificates, etc.) are being
carried out.
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Domain Num. Question

F1 The center does not discriminate
against me and treats me the same
way.

F2 The center explains to me and gets
consent when providing services.

F3 Care workers tell me information

Right about the cost of the service and

how to do it.

F4 Care workers keep my secrets well.

F5 Care workers respect me to make
my own decisions about the service.

F6 I can refuse or stop the service at
any time.
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Table 2. General characteristics of survey subjects

(N=916)
. Ratio
Variable Sort N %
male 494 | 53.93
Gender female 422 46.07
total 916 100
60~65years old 303 | 33.08
66~G9years old 178 24.43
Age 70~75years old 270 | 29.48
more than 76 165 18.01
years old
total 916 100
less than 2,000 119 12.99
2,001~2,500 145 15.83
monthly 2,501~3,000 168 18.34
Income 3,001~3,500 145 15.83
(¥yuan) 3,501~ 4,000 186 | 20.31
More than 4,000 153 16.70
total 916 100
good 336 36.68
General | Subjective normal 368 40.17
Characteris| health unhealthy 210 22.93
tics status not health 2 0.22
total 916 100
None 269 29.37
HBP 225 24.56
chronic stroke 128 13.97
Disease Diabetes 160 17.47
other 134 14.63
total 916 100
none 4 0.44
1 704 | 76.86
number of 2 185 20.20
Children 5 1_3 1/_*%
4 5 0.55
5 5 0.55
total 916 100
alone 13 1.31
with spouse 678 68.42
type of with children 283 28.56
Residence| with grandchildren 15 1.51
other 2 0.20
total 916 100
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Table 3. Results of reliability analysis of service
quality measurement questions of Chinese
home elderly care services

Question Domain Cronbach’s @
7 Environment .906
5 Staff .883
7 care .904
4 healthcare .818
5 social cooperation .832
6 right .803
4.4 3o/ RQ—E)&. 2
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59 A H¥=A=2} NFI, CFl, TLI 59 & A
A4, PGFI, PNFI, PCFI, AICEY 7HAAF=AS7}
Qltt. YubA o Z Normed x*2 3 O|5fo|H BE 43
sh, GFI2} CFI= .90 oldo|d g&stal, RMRZ .08
oJgtold & slal, RMSEAE .08 olshd Afert &
ool fAst12]. o]d 71&E vl 2 B A9 674
891 3470 B3 el digh 14 QRIEAS AA
3t ATH= Table 4014 HiE Hie} Zo] =, x*=911.287
(512)(p=.000), GFI= .942, RMR= .036, RMSEA= .029
2 Jehgtt, SEFIASE [Fl= 977, TLI= 974,
CFl= .977& Yelgrh Al AR 25 .90 o2
2 HgstA vehth 3R S= PNFI= 865,
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Table 4. Quality Scale Model Fit Verification Results
of Chinese Home Elderly Care Service

Model Normed x* GFI RMR RMSEA PCFI
Index 1.780 942 .036 .029 .891
Model IFI TLI CFI PNFI AGFI
Index 977 974 977 .865 932

45 EfHE A3

£ AFolAe A=Y e & o AgsHA =
AFst7] 918l Fornell# Larcker(1981)7F AIReE 4]l
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WA AZ = (Construct Reliability: CR) &= 7|502
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904, 9887 819, NFAE] AAA .830, A
.859, B= CR 3to] 0.7 o1, AVE #k=0] 0.5 o2
2 Yes7] gigol et SR EH.

Table 5. Results of the convergence validity of the
quality measure of care for the elderly at

home
Domain Environ Staff | Care |[Healthcare social . Right
ment Cooperation
CR .908 .884 | .904 .819 .830 .860
AVE .584 .606 | .575 535 .500 510

PG = (discriminant validity)= A2 t& H
o= SA3A T B3t Zo|7h Qlojof dtt= A
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