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Abstract

This study conducts a systematic analysis of the service quality crisis faced by elderly care insti-
tutions in China. Against the backdrop of an intensifying aging population and the weakening of

XEFIH: RPE. FEVMIRE R EENLIT R TT]. R R, 2025, 14(9): 687-696.
DOI: 10.12677/ass.2025.149853


https://www.hanspub.org/journal/ass
https://doi.org/10.12677/ass.2025.149853
https://doi.org/10.12677/ass.2025.149853
https://www.hanspub.org/

family support functions, elderly care institutions exhibit a structural imbalance of “excess at the
high end and shortage at the inclusive level”, while also revealing core issues such as low basic
service quality, potential safety hazards in facilities, alienation of emotional labor among caregiv-
ers, and lagging regulatory systems. Based on public goods theory, emotional labor theory, and
resource dependence theory, the study uncovers the underlying causes of the crisis: the blurring
of responsibility boundaries between the government and the market leads to insufficient subsi-
dies and ineffective regulation; the caregiver group falls into service alienation due to emotional
exhaustion and occupational discrimination; and institutions’ excessive dependence on external
resources triggers fluctuations in service standards. To address the crisis, the paper proposes a
three-dimensional approach: at the policy level, constructing a “demand-cost-performance” pre-
cision subsidy model, piloting long-term care insurance, and establishing a smart regulatory plat-
form; at the management level, designing personalized care plans for each individual, quantifying
the value of emotional labor, and implementing transparent operations; and at the industry level,
deepening the integration of medical and elderly care resources and building a “pyramid-style”
talent promotion system. The study aims to promote the transformation of the elderly care indus-
try from a “survival-oriented” to a “quality-oriented” model through multi-dimensional collabo-
rative governance, safeguarding the rights and interests of the elderly and alleviating social pres-
sure on elderly care.
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