The First National Service Quality
Standard Issued

B TS
fRSSEREER
FriEEnR AL

22> Michael Qu



2018 FfRtR, BEAH TEXRIFE (FENMRSREEFRIE) (GB/T35796-2017, AT
B (BEFIGE) ), (BXHE) HETHFBNMRSHEXRRSINE .. RSEEEFEK. B
BEXRZFND, ERSWRSEEEEETERFE. MFBNENEEERH, EXRIEERIM
HENEKX, FHILEIRE—T.

At the very beginning of 2018, China issued the first-of-its-kind national standard regarding

the service standard of nursing homes, i.e. Basic Specification of Service Quality for Senior Care
Organization (GB/T35796-2017, hereinafter referred to as the “Basic Specification”), which
covers the areas of basic service items, basic requirement for service quality, management
requirement, etc. The impact of the issuance of the Basic Specification is significant to the

operation of nursing homes. Let’s take a look.

SEUREF ?

Should we observe the Basic Specification?
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The nature of the Basic Specification only indicates it is a recommended standard rather than a
compulsory one. However, we still recommend all nursing homes to take reference and observe,
to the best extent, the content of the Basic Specification and treat it as a guideline in the

operational management of service quality in that:
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The Basic Specification is introduced under the context that multiple state bureaus have
launched special actions as of 2017 aiming to improve the service quality of nursing

homes, which will be continued and enhanced over the years. It is expected that the Basic
Specification will be served as a basic measure to examine and rectify service quality of
nursing homes by various local authorities, and as a result may influence routine works such

as annual inspection and accreditation of nursing homes.
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A significant part of the Basic Specification is derived from the statutory standard in various
regulations in the aspects of e.g. fire protection, architectural design, etc. Therefore, to play

safe, nursing homes should observe the Basic Specification from compliance perspective.
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To observe the relevant service standard and management requirement to the greatest
extent is a safeguard of mitigating risks in the course of the operation and management

of a nursing home. In the event of an accident, it may also be considered as one of the
factors in determining whether the operator has any negligence and shall be held liable. For
example, for a nursing home with an internal medical institution, it is required as per the
Basic Specification that operator shall observe the life symptom, evolvement of diseases
and change to body weight of resident, conduct round visit in the nursing home in order

to perceive and react as soon as health condition of seniors starts to change; and provide
routine monitoring and health guidance to chronic diseases, etc. This as a result requires
higher level of management skillset for those facilities with more medical reaches and
capacity in the context that the government encourages integration of medical and senior

care.
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Generally, the Basic Specification is comprised of 112 clauses which specifies requirement

on service quality in 106 items, including basic requirement, service items and quality
requirement, management requirement, service review and improvement, among others. In
practice, it is hard to implement the Basic Specification directly as the contents therein are very
general and basic without detailed operational rules. In light of this, we recommend nursing

home operators to start from below steps:
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First of all—fill in the blanks where internal rules and procedures are in absence. Starting
from going through the Basic Specification, from service requirement and management to
management of human resource, infrastructure and safety, operators shall supplement to
areas that used to be neglected. For example, in the aspect of safety management, nursing
homes are required to establish and improve all safety management mechanism, including
safety responsibility system, safety occupation protocols, inspection system, handling and
reporting system, response plan for emergencies, test and reward system, etc. Needless to

say, none of such mechanism can be built up in one day.
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Update current management system of nursing home in operating. To our observation,
majority of the Basic Specification is not new to most of the operators who have run the
business for years; however, it will not shy away the importance of the Basic Specification
as there are quite many of them have not had a chance to update their current standard or
localize an advanced standard that is translated from abroad. The approach is to look into
the difference between the Basic Specification and their current applicable management
rules, procedures or SOPs. Where conflicts are found, it is advisable to adopt the Basic

Specification in lieu of current ones; where the Basic Specification leaves plenty of room



for operators to elaborate, do make sure detailed measures will not be in conflict with the

principle of the Basic Specification or other laws and regulations.
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Organize internal training as soon as possible. No management system of business is built
along without a top-to-bottom execution, and therefore, it is necessary for a nursing home
to provide internal trainings for its employee after self-examination and rectification to
the internal quality standard and procedures are finished. In the meantime, the Basic
Specification requires operators to review and improve internal protocols on a routine
manner, so it is better to treat the execution of the Basic Specification as a long-term and

dynamic journey.
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It is worth noticing that while the Basic Specification has just been enacted and it is inevitable
that different local authorities might enforce or interpret it differently, or deviation may arise
to senior care projects on a case-by-case basis. As such, operators may consider to consult with
local authorities or their legal counsel when necessary and get ready for the risk management

task in the respect of service quality.
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This publication is for general guidance only and is not intended to be considered as legal advice in any
specific case under any specific circumstance. We expressly disclaim all and any liability to any person
for the consequences of action or non-action based on this publication. All rights reserved by Law View

Partners Law Office.
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About us:

Renowned global team. As early entrants as legal professionals in this industry, we understand
the way the senior housing and healthcare industries works. We are trusted key advisors, with
the experience and reach to advise at all stage of this business.

Outstanding track record. Having represented international companies, from developers and
aged care/hospital operators to institutional investors, in their entry into the Chinese market,
we benefit our clients with our deep industry knowledge and experience, and with our creative,
solution-oriented and responsive approach.

Industrial networking platform. Our partners have participated in many senior care
conferences in Asia, as chairperson, speaker and/or panelist, and have authored several articles
and reports. Clients benefit from our industrial network in a wide variety of business.

Service covering the full life cycle of senior care project. Providing sound service on the
full spectrum of issues in project development which can arising during the site selecting,
acquisition, feasibility studying, construction, financing, pre-opening preparation, post-

opening operation and disposal of senior care or hospital facilities.
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