COPS Framework & Solutions for the Nursing Homes 
ABSTRACT
Background: Health issues of elderly consumers remain under researched despite a rapidly aging population in most countries. This paper examines the complexity of internal problems of a typical nursing home for seniors and seeks to contribute to the field by developing a new framework in terms of exploring solutions. 

Methods: We analyze the challenges faced by a public nursing home in France, within the context of the Service Profit Chain framework, to provide insights about why older people are not treated as consumers in the context of a senior care homes. We use case study method and interview data, integrating theory and develop a new theoretical framework titled Complex Organizational Problems and Solutions (COPS) and propositions. 

Results: We find that challenges arising out of human resource management in the nursing homes have an adverse effect on service quality, brand image and customer satisfaction. 

Conclusion: ethical and internal marketing practices help improve employee satisfaction and service quality, which in turn leads to satisfied consumers. 
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