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A Proposal for a New Hotel-Style Nursing Home

Management System in China
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China is currently classified as an aging society. It is predicted that by 2050, the elderly population in China will
exceed 400 million, and the problem of China’s aging population is becoming more serious. Simultaneously, due to
an increase in population migration, many young people went out to work, resulting in an increase in the number of
“empty nester” households and elderly people living alone. Even if the children of these families are employed
locally, they are often too busy to take care of the elderly. Furthermore, the number of institutions for the aged falls
far short-from meeting the needs of the elderly, and the relatively closed-off management methods of existing
facilities make the elderly lonelier. Many facilities are based on centralized dormitory-style living and there are no
customized services for the needs of the elderly. This study aims to innovate a new type of pension model, utilizing
the guidance of government agencies, integrated social resources, community resources, and family resources. The
aim is to provide the elderly with life care and spiritual comfort based on home-based nursing services,
simultaneously addressing the concerns of their children. The proposal for a new type of hotel-style apartment
nursing home aims to use modern information technology to realize the concept of home-based care, so that the
elderly can enjoy professional services tailored to their needs. The proposal is also based on information from the
elderly and a general hotel chain model, with the aim of fulfilling daily care needs of the elderly, establishing
information files, setting up a comprehensive service center, and realizing the standardization of service for the
aged and standardization of service quality assessments. As a service and management institution for a home-based
pension model, the management completes the service for the elderly through a virtual nursing home chain service
system, simultaneously realizing effective management of the franchise store and service staff. The home care
virtual nursing home service system will have a call center as the front end and the software platform as the core,
and will implement standardized services through customized processes. We then adjusted the proposal by
questionnaire and combine it with the experience of existing pension services. The above steps finally led to a

proposal for a new type of hotel-style apartment nursing home.
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Background, Objectives, and Goals

The Chinese government implemented the “one-child” policy in the 1980s. Therefore, the family form in
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China at the moment generally consists of three generations—from grandparents to grandchildren—of four
grandparents, two parents, and one child. At the end of 2016, the number of elderly people in China reached
16.7% of the total population, and the number of elderly people who need care has gradually increased. This
leads to the current situation of inadequate care for the elderly. China is the only country in the world with
more than 100 million elderly people. The matter of old-age care is a severe test of society, and although the
government has expended a large amount of human and financial resources on service agencies of the elderly, it
is difficult to balance all the aspects, such as the medical system. These difficulties have led to a large number
of social problems, which have seriously affected the development of the country. Some developed countries
have adopted perfect welfare concerning the issue of old-age care and have spent a considerable amount of
money. However, China as a developing country cannot blindly follow the systems implemented by these
developed countries, since it cannot be adapted to the conditions in China. China has certain special
characteristics concerning culture and economy, and our concept of old-age care is gradually changing, as can
be seen from the annual increase in nursing homes in China. Compared to 2009, the increase in nursing home
service agencies is faster by nearly one third, meaning that more and more elderly people in both urban or rural
areas have access to aged care services. Therefore, the traditional Chinese concept of each living unit being a
big family and that old-age services should be provided by their children are already changing.

The Chinese government has always attached great importance to the issue of elderly care. In December
2011, the General Office of the State Council issued the “Social Pension Service System Construction Plan
(2011-2015)”, which focuses on promoting the construction of a medical care pension society. In 2013, the
State Council distributed a number of documents on accelerating the development of the aged care service
industry that explicitly mention encouraging social services to organize large-scale and chain-oriented nursing
homes that is based on a hotel chain business model and that uses decentralized and centralized management
and operates in a professional, standardized, and informational manner, which is conducive to the growth of the
service network. In February 2015, 10 departments—including the Ministry of Civil Affairs—jointly issued the
“Implementation Opinions on Encouraging Private Capital to Participate in the Development of the Aged Care
Service Industry”. The participation of private companies in the aged care service provides the government
with support, and a variety of attempts have been made to establish private pension institutions. For example, in
June 2010, the Harbin Civil Affairs Bureau and the Office of the Aged Work Committee actively guided social
services to establish Harbin Bonny Senior Service Co., Ltd., the first chain care institution in Harbin and the
first of 11 small-scale nursing home service institutions in the Daoli District of Harbin. Dalian City has also
developed an interactive remote care service center through the Dalian Civil Affairs Bureau. The main services
offered include organizing the elderly to participate in suburban leisure pensions and off-site tourism pensions.
This new interactive remote pension model can help the elderly to choose their own nursing homes across the
entire country, and can be realized through the curtailing of national pension institutions. For example, a
national pension service platform and network can be constructed to assist the elderly in partaking in leisure
activities and holidays, to travel and sightsee, and to treat diseases. A similar timeshare model was presented by
Yunxiang Xianju in Yunnan Province and Cheng Xianju in Zhejiang Province. They built a hotel-style nursing
home according to the standards of a five-star hotel; it is a comprehensive old-age club that integrates
apartments, villas, hotels, and clubs. The company signed an agreement with the villagers to renovate buildings
to a uniform standard, and the Lianzhong Company has a 30-year right to use and operate from the rooms. This
user right will be returned to the villagers upon expiration.
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These various examples old-age care institutions allow us to see the particulars of China’s old-age care
institutions. China is a country with diverse geographical conditions and a large number of different
populations. There are also diverse forms of capital available, and China’s social welfare system—as a
developing country—is improving. Many private companies are aiming to invest capital during the current
“gold” development period of the old-age market in the context of rapid economic development, and these
companies are playing an increasingly important role. There are, however, also various problems in addition to
all the benefits. For example, it is difficult to establish uniform standards for old-age institutions, since regional
pension policies cannot be adhered to nationwide. Presently, the medical insurance system cannot keep up with
the changes in the disease status of the elderly, and there is a lack of specialized drugs and reasonably-priced
drugs for existing high-risk diseases. Therefore, this study will conduct a comprehensive questionnaire survey
concerning these pension issues that concerns the general public most and that truly reflects the more prominent
contradictions of today’s social pension issues in China.

Methods

For the background information survey, as well as the previous studies on Chinese elderly population, we
use data gathered to carry out a SWOT (strengths, weaknesses, opportunities, and threats) analysis after the
comprehensive analysis. A SWOT analysis is a qualitative method that is combined with an AHP (analytic
hierarchy process) application in the process of strategic choice and strategic evaluation to research and judge
all the factors that need to be considered in the proposal of the new hotel-style nursing home chain. A
stratification analysis is carried out to address the problems associated with the new type of hotel-style nursing
homes, and the concerns raised by the existing literature that studied the complexities of China’s issues
concerning services for the aged. We also address the different concepts and experts’ understanding, controlling
for the possibility of their one-sidedness, in order to test the reasonableness of the results obtained. Next, we
check the consistency of the judgment matrix to make it reasonable. A questionnaire containing 54 questions is
then produced to assess future elderly population problems of public concern. This questionnaire survey was
conducted nationwide. Of the 500 copies that were issued, 240 valid completed questionnaires were collected.
The questions mainly focused on the respondents’ perceptions of their parents’ ways of providing for the
elderly, as well as their intentions for future support for themselves. By analyzing the results of the
questionnaire survey, we hope to improve the analysis of the current services for the aged problem.

Results

The proposed new chain hotel-style nursing home will adopt a five-star hotel management method to
reduce the interruption to the elderly members. The concept is that there is no staff in the apartment, which is
different from traditional nursing homes that do not necessarily focus on the privacy of senior citizens, leading
to difficulties in controlling the quality of services. The proposed nursing home will offer specialized interiors
and accessibility systems for the older residents of the centralized dormitory-style living. An example is
voice-activated wall-mounted appliances, which ensures practicality and are specially designed for the aged,
providing the elderly staying in the home with the same comfort and the undisturbed privacy. Simultaneously,
the hotel-style nursing home chain will adopt a nationwide unified reservation and pick-up service, enabling
members to plan their travels in advance, should they choose to. An important aspect of this mode of travel will
be data management; it will be managed by big data for every step of the journey, eliminating the possibility of
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human error. Information, such as weather and warnings concerning natural disasters at travel destinations will
be sent to members in advance by mobile phone or mail, providing a truly exclusive service for senior citizens.
Furthermore, each member’s unique situation will be catered for through the unified management of personal
preference data, which can be utilized to plan travel routes suitable for members by using big data. This will
also increase the membership recognition of the new hotel-style nursing home chain, increasing sales through
membership promotion and recognition. Specifically, the following three points are addressed.

Handling Procedures

The results of the SWOT-AHP ST standard concerning the establishment of a training department to
improve employees’ skills through continuous training; introducing advanced technology in the 10T (Internet
of Things) field, such as RFID (radio-frequency identification) technology, face recognition, GPS positioning
and the like. To build healthy big data is a particularly important element of the program. Therefore, the data of
each consumer who joins the new hotel-style nursing home chain are registered in the form of a membership
profile. This data can be implemented for procedures, such as face recognition, making it convenient to contact
other members without having to submit relevant identification certificates. One can merely log into the
medical insurance card system to facilitate cash settlement when medical problems occur. This also dispenses
with the bracelet. The role of the bracelet is identification, but with the face recognition system all aspects of
health can be tested during their stay. If any abnormal data are detected, the local data center library
automatically alerts the staff to contact the member to determine their safety and health status. Additionally, a
grading system is adopted and members can be managed individually according to the services needed.
Different levels of service will be available to help provide better and more personalized service based on
members’ needs. At the same time, the service can be individually customized to provide special services
according to the special demands of members, for example to provide transportation and a 24-hour personal
service to members with mobility impairments. The centralized dormitory-style living quarters are accessible to
the elderly, the lighting system is operated by the sensing device inside the room, and the sound control system
is adapted for the entertainment unit. A user panel is especially designed and incorporated for all buttons to
minimize the risk of a protruding metal design, so that the elderly can use it comfortably and easily.

Management Characteristics of New Hotel-Style Nursing Home Chain

The chain model of the proposed nursing home will consist of headquarters that directly operates the entire
chain of the hotel-style nursing home or by direct investment, managing various different chains of nursing
homes, constituting a chain network. In the SWOT-AHP analysis under the SO standard, a unified service
agreement, a unified logo, and a unified service image, services will be standardized and new types of
hotel-style pension apartment management models can be explored for standardized operations. The proposed
hotel-style chain will enable members to travel between geographically different cities and natural climates
while simultaneously achieving the prevention of seasonal diseases. Additionally, the formation of a model of
localized business strategy is a highly feasible mode of operation. Therefore, the general hotel chain model is a
priority business method that better reflects service standards and service image.

Staff Management System Function
The WT standard in SWOT-AHP model indicates that high-tech techniques can be used to reduce the

dependence on labor, that a one-time investment is convenient for long-term use, and that the quality of staff
can be improved while reducing labor intensity. The specialized training for staff and the improvement of
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employee benefits are important factors in ensuring service quality. In our opinion, the most important aspect of
the new hotel-style nursing home model is the use of high-tech 10T technology. However, these technologies
depend partly on the operation and maintenance management by artificial. Therefore, the level of service can be
further improved by selecting younger staff and improving their level of education and by adding new
technology to the business model of a new hotel-style apartment nursing home. The professional technical
training for employees can enhance their loyalty if the operating technology is only applicable to this nursing
home, which can effectively prevent the loss of employees.

Formulas and Equations

The AHP application was put forward in the 1970s, and is an operation research decision-making
technique that can solve real problems. Its core concept is to decompose different variables that affect one
element into a judgment matrix by investigation and discussion, and then comparing the variables pairwise to
determine the most influential elements. The AHP Analysis is carried out as follows:

First, we build the hierarchical model. We classify different elements into a hierarchy and annotate the
subordination relationships between them. If some branches include too many sub-systems, we subdivide it.

Second, we compose the judgment matrix. The AHP analysis determines the most influential elements by
comparing the variables pairwise, which is only possible when the differences between various influential
elements are affirmed by composing a judgment matrix. After that, the results are compared according to 1-9
and the differences between the various influential elements will be clear.

Concerning the formula Ak = (aij) n x n, Ak represents the judgment matrix, aij represents the large unit in
line i, row j of the judgment matrix, and n x n represents the order of the judgment matrix.

Third, we perform a consistency check. We normalize all the elements in formula Ak = (aij) n x n, and the
result is as follows:

al-j

(i,1=1,2,3,...,n)

aij = 57
k=1%%kj

Then, we add figures in every line of judgment matrix Ak, and the result is as follows:

em
R e

After that, we normalize the above formula, and the result is as follows:

w=—2— (i=1,2, ..., 7n)

Yiawy

Finally, we perform a consistency check by computing CR according to the following formula:

Cl
CR = ﬁ
The value of Rl is assigned according to Table 1:
Table 1
Average Random Consistency Index
N 1 2 3 4 5 6 7 8 9
RI 0 0 0.58 0.89 1.12 1.24 1.32 1.41 1.45

The formula for Cl is as follows:
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Cl = Amax-n
n-1

wo so st wt

wo[l 1/5 1/7 1/3
so|l5 1 1/4 3
st|7 3 1 5
wtl3 1/3 1/5 1

0.229 4.0246
_J1.100 _ )4.1825
AV = 2.356 A= 4.2222
0.492 4.0344
41159 —4 0.1159 0.0386
4—1 3 7
CR=2%% _ 0.0402 < 0.1
0.96

Figures and Tables

According to Wikipedia, SWOT analysis is a basic strategic planning method used to evaluate the
strengths, weaknesses, opportunities, and threats involved in a project or in a business venture so as to make
feasible strategies. It involves specifying the objective of the business venture or project and identifying the
internal and external factors that are favorable and unfavorable to achieve that objective (Hill & Westbrook,
1997). The technique is credited to Albert Humphrey, the founding father of SWOT analysis, who led a
convention at Stanford University in the 1960s and 1970s using data from Fortune 500 companies. Specifically
speaking, strengths refer to characteristics of the business or team that give it an advantage over others in the
industry. Weaknesses are characteristics that place the firm at a disadvantage relative to others. Opportunities
are external chances to make greater sales or profits in the environment. Threats are external elements in the
environment that could cause trouble for the business. Generally, SWOT is carried out in the following steps:
First, analyze business’s external environments to find out opportunities and threats a business faces; Second,
analyze business’s internal factors to find out strengths and weaknesses a business possesses; Third, allocate
external opportunities and threats with internal strengths and weaknesses.

Table 2
SWOT—SO0, WO, ST, WT

Strength WEEUGESS

Low salary
Much extra work make employees tired
The imperfect domestic medical pension

A mature nursing home system
Five-star hotel-style management,
10T advanced technology

Matrix diagram

system
Opportunities SO WO
Reducing cost effectively by applying
. Standardizing operations by unifying scale effect
Chain brand o A - . . -
Location signing service contracts, icons, service  Improving community infrastructures by
L S . . images and service standards fully employing
The initial stage of specialization policy in Localizati d dardization based | ing the i f ina h b
ension related industries ocalization and standardization based on Improving the income of nursing home by
P the differences of their characteristics satisfying the needs of the elderly from all

income groups
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(Table 2 to be continued)

Threats ST WT
Establishing a training department to Using advanced technology to reduce
improve employees’ quality by regular ~ dependence on labors
training Using investment in the long term
Low quality employees Introducing advanced technology in IOT  Improving employees quality while
field, such as RFID technology, face reducing workload
recognition, GPIS positioning to build Providing professional training and raising
healthy big data salary
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