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Abstract

To promote the high-quality development of family doctor contract services, this study selected 225
contracted residents from four districts (A, B, C, D) in the main urban area of a city in East China as
research subjects. Through questionnaire surveys and in-depth interviews, combined with the TOP-
SIS method, a multi-dimensional comprehensive evaluation of service experience was conducted.
The results show that the mean proximity of service experience in the four districts is 0.646, with
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the regional ranking as District C (0.904) > District D (0.729) > District B (0.610) > District A (0.341).
The overall awareness rate is 81.33% (the awareness rate of service package types is only 73.33%),
the satisfaction rate is 82.44% (the satisfaction rate of referral convenience is 69.78%), the renewal
rate is 80.44%, and the service demand matching rate is 77.11%. The study finds that family doctor
services in the main urban area of this East China city have prominent problems such as uneven
regional awareness rates, unsmooth referral connections, insufficient personalized supply, and un-
balanced regional resource allocation. Based on national policy orientation and local practical
needs, four optimization suggestions are put forward: strengthening precise publicity, optimizing
the referral mechanism, enriching personalized services, and balancing resource allocation. These
suggestions provide a scientific basis for improving residents’ service experience and promoting
the transformation of family doctor contract services from “wide coverage” to “high-quality” devel-
opment.
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Table 1. Resident perception of family doctor services among contracted subjects in the main urban area of a city in East China (%)
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Table 2. Normalized matrix of the survey on perceived experience of family doctor services
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Table 3. Table of TOPSIS evaluation calculation results
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