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Abstract

With the development of globalization, population aging has become a common challenge faced by
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all countries in the world. With the emergence of more and more empty nesters and the situation
that pension service institutions are far from meeting the existing needs, this paper takes some
communities in Xi’an as examples and conducts research by combining field interview and ques-
tionnaire survey. In this paper, the SERVQUAL model (customer perception model) was introduced
to evaluate the quality of community old-age care service. The contents of old-age care service
were divided into four parts: life service, family service, rehabilitation and health care, and mental
health. The original measurement indexes of SERVQUAL scale were modified, and the evaluation
model of community home-based old-age care service quality was preliminarily constructed. At
last, this paper puts forward the countermeasures and suggestions to improve the urban commu-
nity home care service in view of the existing problems and deficiencies of community care.
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Table 1. Community home care service quality dimension based on SERVQUAL scale
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Figure 1. Community elderly service evaluation standard frame diagram
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Table 2. Comprehensive evaluation form of living services
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Table 3. Comprehensive evaluation form of domestic service
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Table 4. Comprehensive evaluation form of rehabilitation and health care services
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Table 5. Comprehensive evaluation form of mental health services
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