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Abstract

This study takes the emerging mutual assistance elderly care system, known as the Time Bank, as
the research object, from the perspective of service recipients, based on a field survey conducted
within the Mutual Assistance Time system in Nanjing, a mutual pension system that conforms to the
operation model of the Time Bank, to gain an in-depth understanding of its development trajectory
to accurately propose optimization paths and contribute to the prosperity of elderly care services.
A total of 253 valid questionnaires from service recipients were collected, demonstrating good reli-
ability and validity. Using the SERVQUAL model to evaluate the current service quality, it was found
that the overall service quality level of the Mutual Assistance Time in Nanjing is relatively high, but the
tangibility aspect does not yet meet expectations. The IPA-Kano model was used to classify various
service elements of the Time Bank, revealing that while the foundational elements are well-established,
key performance factors such as “Whether volunteers have professional equipment” and “The de-
gree to which elderly health and medical care needs are met” should be the focus of future improve-
ments. Based on these findings, the study suggests the following: intensifying efforts to improve
hardware infrastructure, inspiring volunteers with a sense of purpose, enhancing enthusiasm for
medical care services, and continuing to explore time guarantee mechanisms.
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Figure 1. Diagram of the operating mechanism of time bank
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Table 1. Basic information system table of survey respondents
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Table 3. General information table of service recipients
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Figure 2. Degree of satisfaction of service recipients’ various needs
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Table 4. Indicators of the scale revised based on the SERVQUAL model
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Figure 3. GAP between expected and perceived values of secondary indicators
B 3. ZRIRtrHAE R ANE(E GAP
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Figure 4. Weights of primary indicators in the model based on

the entropy weight method
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Figure 5. Service quality scores of the time bank from the perspective
of service recipients
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Figure 6. Explicit importance of each element
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Table 5. Ranking of the implicit importance of each element
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Figure 7. IPA-Kano explicit and implicit analysis grid
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