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Abstract

Objective: To analyze the current situation and influencing factors of service quality in nursing in-
stitutions. Methods: 217 elderly people in Shenzhen nursing institutions were surveyed by con-
venience sampling method, and SERVQL scale was used to evaluate their perceived service quality,
expected service quality and satisfaction with service quality. Results: The difference between
perceived service level and expected service level was -7.91, lower than 0, indicating that the el-
derly were not satisfied with the service quality of nursing institutions as a whole. Marital status
(B =-0.325, P < 0.01), residence status (f = -0.187, P = 0.013) and perceived social support level
(B =0.440, P < 0.001) were the influencing factors of service quality evaluation, while other factors
were not statistically significant. Conclusion: The elderly are not satisfied with the service quality
of pension service institutions as a whole. Marriage status, residence status and perceived social
support level are the influencing factors of service quality evaluation.
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Figure 1. SERVQL service quality model
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Table 1. Basic characteristics of the elderly in the old-age care institutions (n =217)
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Table 2. Regression analysis of perceived service quality, expected service quality, and service quality
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