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Analysis and optimization of long-term care insurance problems
in Shanghai based on service exposure theory

QIU Ju, YAN Ruixia
(School of Management, Shanghai University of Engineering Science, shanghai 201620, China)

[ Abstract] Shanghai long term care insurance (long term care insurance) system is in the pilot stage, the operation time is short,
not mature, this paper through the service contact theory to study the satisfaction evaluation index of Shanghai long term care
insurance, put forward targeted solutions to the long term care insurance. Firstly, based on the service contact theory, the evaluation
indexes of insured satisfaction were affected, including service quality,, nursing project, nursing time and evaluation level. Secondly,
ahp and fuzzy comprehensive evaluation were used to score the satisfaction evaluation indexes. The weight order of the four indexes
were nursing time, evaluation level, service quality and service items, and the satisfaction score of the indexes was between "
general" and " poor" in the evaluation level. In order to improve the satisfaction of long—term care insurance, it is necessary to
establish a dynamic adjustment mechanism of nursing time, consider the family factors of the insured, set up a temporary nursing
level adjustment mechanism, re—evaluation mechanism, and improve the nursing staff’s salary level.
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Fig. 1  Theoretical model of long —term care insurance insured

satisfaction
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Fig. 2 Indicator system
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Tab. 1 The judgment matrix scale and its meaning
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Tab. 2 Criterion layer 1 judgment matrix for target layer
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Tab. 3 Quality of service judgment matrix
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Tab. 4 The judgment matrix for service items
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Tab. 5 The judgment matrix of service time
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Tab. 6 The judgment matrix of the rating
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Tab. 8 Total hierarchical ordering
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