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A structural generation mechanism of satisfaction with home-based elderly care community health

intervention services: A case study of a community in Nanjing

Minzheng Xu, Min Liu"

School of Health Sciences, Nantong University of Science and Technology, Nantong, Jiangsu

[ Abstract] Objective This study takes a typical community in Nanjing as a case study to deeply explore the
structural generation mechanism of satisfaction with health intervention services within complex local governance
networks and multi-actor interactions. Methods Through in-depth interviews, participatory observation, and policy
text analysis, an integrated analytical framework covering four dimensions-“institutional supply, service delivery,
actor interaction, and individual experience”-was constructed. Results Satisfaction is not a unidirectional measure of
service outcomes, but rather a dynamic construct shaped by the tension between “policy rigidity” and “practical
flexibility” co-produced by the visibility of service processes, accessibility of professional knowledge, embeddedness
of social relationships, and cultural adaptation of individual expectations. Conclusion This study not only reveals the
“black box™ of satisfaction formation in home-based elderly care services but also provides a knowledge base for
theoretical reflection and policy innovation, facilitating the paradigm shift of community-based elderly care service
systems from “scale-oriented coverage” to “quality-oriented deepening” and from “passive management” to “active
governance” .
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