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Abstract

The coverage of community home-based care services is expanding, but there are problems such as
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good service indicators and low actual satisfaction of the elderly. This paper focuses on the service
delivery process and analyzes the contradiction between the standardized process and the individ-
ual needs of the elderly. When the government purchases pension services, it will split the care
needs into quantitative items and timing measurement assessment. Although it strengthens the su-
pervision, it ignores the emotional, diversity and dynamics of the needs of the elderly, resulting in
standardized care difficult to adapt to the actual needs. The first-line caregivers are faced with the
dual expectations of “operation according to the table” and “service to see people”. Strict assessment
compresses their discretion space, makes the service tend to be formalized, and the actual needs of
the elderly are not solved. The root of this dilemma is the conflict between institutional logic and
care logic. The former pursues quantifiable, assessable and procedural norms, while the latter fo-
cuses on relationship, continuity and demand response. Based on this, this paper proposes to re-
form the single quantitative assessment method, add a flexible time mechanism to the service eval-
uation system, and take into account the procedural norms and humanized care.
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