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Abstract The purpose of this study was a methodological research to develop an instrument to assess the
medical tourism satisfaction of foreign tourist. A primary instrument with 63 questions was developed based on
literature review. A group of experts revised individual questions and removed 9 irrelevant questions. This
secondary instrument, then, was distriuted from Jury 1, 2012 to October 20, 2012. It was tested with 589
members of foreign tourist. After factor analysis on the final 42 questions, 7 factors were identified; quality of
medical service, correspondance, tourism connection, sympathy, convenience, believability, and economical
efficiency. The total variance explained was 60.9%. This instrument was statistically reliable and valid to
measure medical tourism satisfaction of foreign tourist.

Key Words : Foreign Tourism, Medical Tourism, Satisfaction Index Development
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[Table 1] The conceptual frame of satisfaction index to a
medical tourism

Division Index domain Involving research
Correspondance [13-17,19]
Sympathy [13,15,20,26]
Believability [5,13-18,20-21,27]
satisfaction EC Cf (;?C?;lcc;l [5.9.18.22.24]
Convenience [6,18,21-23,26]
Tourism connection | [11-12]
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[Table 2] Primary preparation scale item and verification result of contents validity
Item contents CVI(%)
1. Attitude of the medical staff(doctors and nurses) 100.0
2. Attitude of hospital employees(health workers and administrators) 90.0
3. Prompt response of the medical staff to a patient’s request 100.0
4. Adequate explanation of symptoms, diagnosis, and treatment by the medical staff 100.0
5. Comfortable atmosphere for patients to ask questions of the medical staff 95.5
6. Quick solution to a patient’s discontent 62.5
7. Attention to a patient’s opinion in the treatment process 100.0
8. Listening courteously to a patient’s talk 70.0
9. Individual attention to a patient by the medical staff 100.0
10. Flexible approach to a patient’s individual needs and circumstances 100.0
11. Concideration for a patient’s native culture 87.5
12. Constant care and monitoring of a patient’s condition and behavior 100.0
13. Communication in a patient’s native language 89.0
14. Amenities and services in the hospital 100.0
15. The newest medical equipment suitable for medical service 68.0
16. Feasible arrangement of service facilities 73.5
17. Cleanness and comfort of the hospital facilities 100.0
18. Excellent medical equipment 72.5
19. Comfortable facilities environment 67.0
20. Good medical facilities for treatment 100.0
21. Quality and hours of hospital meal service 93.0
22. Diversity of hospital types to choose from(specialized hospital, general hospital, 100.0
or university medical center)

23. Effect of medical treatment 100.0
24. Security sense of the medical staff during a treatment process 68.5
25. Moral support for a patient during a treatment process 100.0
26. Provision of promised medical services 100.0
27. The medical staff’s high level of medical skills 98.0
28. Specialized expertise for treatment 100.0
29. Provision of adequate time for a patient during a diagnosis or treatment process 100.0
30. Safety and comfort of medical services 100.0
31. Observance of examination and treatment hours by the medical staff 93.5
32. Cooperation among the medical staff for the patient’s treatment 100.0
33. Treatment service pass through a professional staff 74.0
34. Medical knowledge of the medical staff 78.5
35. Brand image of Korea as a medical tourism destination 100.0
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Item contents CVI(%)
36. Diversity of treatment skills and experience 100.0
37. Legal guaranty against medical malpractice 100.0
38. High brand power of the hospital 96.5
39. Circumspection(carefulness) in diagnosis and treatment 100.0
40. Protection of personal information in regard to medical charts 99.0
41. Trust in the medical staff and their treatment 100.0
42. Exact care of a patient’s medical record 100.0
43. Security assurance during a medical tourism 100.0
44. Value of medical services for the expense 99.0
45. Amount of the medical expense 100.0
46. Value of medical services for the time and effort spent 100.0
47. Lower expense compared with a patient’s own country 100.0
48. Fair medical bill 100.0
49. Appropriate time required for medical services 98.5
50. Convenient location to use various neighboring facilities 100.0
51. Convenient treatment procedure 100.0
52. Convenient locating of treatment and service facilities 100.0
53. Easy identification for information signs 89.0
54. Provision of tailed information related to medical services 100.0
55. Convenient procedures for hospital admission and discharge 100.0
56. Diversity of medical departments 100.0
57. Easy visa process and immigration control 100.0
58. Convenient means for international traveling 875
59. Diversity of medical tour package goods 91.0
60. Various tourism goods developed in connection with the medical tourism 100.0
61. Satisfying tourism activities before medical services 92.0
62. Satisfying tourism activities after medical services 100.0
63. Convenient and diversified shopping facilities 95.0
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[Table 3] Population sociological characteristics of

surveyed participants

Categories Contents N %
English-speaking world 199 | 33.7
Language Japanese 194 | 33.0
area Chinese language area 195 | 333
US.A. 21 3.6
Canada 18 3.1
UK. 21 3.6
the Philippines 59 | 10.0
Nationalit Australia 50 8.5
Y Singapore 30 5.1
Japan 194 | 33.0
China 154 | 262
Taiwan 29 49
Hong Kong 12 2.0
Female 391 | 66.5
Gender | \ale 197 | 335
Under 20 21 3.6
20-29 183 | 31.1
A 30-39 131 | 223
&e 40-49 127 | 21.6
50-59 82 | 139
60 and over 44 75
Tourism ¢ Individual tourism 440 | 74.8
oursm YPE| Team tourism 148 | 25.2
Visit First visit 276 | 469
experience | Revisit 312 | 53.1
Visit t Transit 65 11.1
SIEPE 1 Actual destination 523 | 88.9
None 66 11.2
Friend or colleague 234 | 398
Companions | Family or relative 173 | 294
In a team 96 16.3
Other 19 32
Less than 5 days 285 | 48.5
Visiting 5-6 days 192 | 32.7
period 7-8 days 56 9.5
9 days and over 55 9.4
Mass medias(e.g. newspaper, 239 | 40.6
Source of TV) or internet
tourism Family, friend, or colleague 145 | 24.7
inform;ition Pamphlet or advertisement 35 6.0
Tourist agency 148 | 25.2
Other 21 3.6
[Table 4] Bartlett’s test of Sphericity
Kaiser-Meyer-Olkin Measure
. .965
of Sampling Adequacy

Bartlett’s test Approx Chi-Square 19023.868

of Sphericit d 1431

pherieity Sig .000
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[Table 5] Validity of the satisfaction measurement tool in the medical tourism

Items

Factor
1

Factor
2

Factor

Factor

Factor

Factor

Factor

The medical staff’s high level of medical skills

Safety and comfort of medical services

Effect of medical treatment

Specialized expertise for treatment

Provision of adequate time for a patient during a diagnosis or
treatment process

Moral support for a patient during a treatment process

Provision of promised medical services

Observance of examination and treatment hours by the medical
staff

Cooperation among the medical staff for the patient’s treatment|

Amenities and services in the hospital

Good medical facilities for treatment

.646
.627
.624
.618
.612

.598
.598
.583

.569
517
516

Constant care and monitoring of a patient’s condition and
behavior

Concideration for a patient’s native culture

Flexible approach to a patient’s individual needs and
circumstances

Individual attention to a patient by the medical staff

Comfortable atmosphere for patients to ask questions of thel
medical staff

Attention to a patient’s opinion in the treatment process

Communication in a patient’s native language

.689

.685
.680

.669
.618

581
487

Satisfying tourism activities after medical services

Satisfying tourism activities before medical services

Various tourism goods developed in connection with the medicall
tourism

Convenient and diversified shopping facilities

817
.808
747

743

Attitude of hospital employees(health workers and administrators)

Prompt response of the medical staff to a patient’s request

Adequate explanation of symptoms, diagnosis, and treatment by
the medical staff

Attitude of the medical staff(doctors and nurses)

Cleanness and comfort of the hospital facilities

Diversity of treatment skills and experience

.674
.639
.593

571
.504
496

Convenient means for international traveling
Diversity of medical tour package goods
Easy visa process and immigration control
Diversity of medical departments

707
.660
.658
579

Protection of personal information in regard to medical charts
Exact care of a patient’s medical record
Circumspection(carefulness) in diagnosis and treatment
Trust in the medical staff and their treatment

Security assurance during a medical tourism

.656
.624
.507
.502
477

Lower expense compared with a patient’s own country
Amount of the medical expense

Value of medical services for the time and effort spent
Fair medical bill

Value of medical services for the expense

.669
.646
581
479
475

Initial Eigenvalues
Percent of the total variance explained(%)
Cumulative Variance(%)

6.791
15.577
15.577

4972
9.124
24.700

4.272
7.912
32.612

4.079
7.554
40.166

3.846
7.122
47.288

3.821
7.076
54.364

3.570
6.611
60.974
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[Table 7] Correlation and reliability of the Satisfaction index development in the medical tourism

Corrected | Cron- Mean
Index Items Item-Total |bach’s (SD)
Correlation | Alpha
The medical staff’s high level of medical skills .674
Safety and comfort of medical services .681
Effect of medical treatment .678
Specialized expertise for treatment .669
1. Quality of| Provision of adequate time for a patient during a diagnosis or treatment process .684 4.08
medical | Moral support for a patient during a treatment process 675 912 (63)
service | Provision of promised medical services .698 ’
Observance of examination and treatment hours by the medical staff .614
Cooperation among the medical staff for the patient’s treatment .631
Amenities and services in the hospital .657
Good medical facilities for treatment .624
Constant care and monitoring of a patient’s condition and behavior .677
Concideration for a patient’s native culture .661
2. Correspon- Fle).dl.ale approach to a patiept’s individual n.eeds and circumstances .696 397
' dance Individual attention to a patient by the medical staff .689 877 (66)
Comfortable atmosphere for patients to ask questions of the medical staff .663 ’
Attention to a patient’s opinion in the treatment process .648
Communication in a patient’s native language .583
Satisfying tourism activities after medical services 795
3. Tourism | Satisfying tourism activities before medical services 781 874 3.87
connection | Various tourism goods developed in connection with the medical tourism 676 ’ (.72)
Convenient and diversified shopping facilities .672
Attitude of hospital employees(health workers and administrators) 750
Prompt response of the medical staff to a patient’s request .681
Adequate explanation of symptoms, diagnosis, and treatment by the medicall .656 4.04
4. Sympathy staff .869 (65)
Attitude of the medical staff(doctors and nurses) 727 ’
Cleanness and comfort of the hospital facilities 542
Diversity of treatment skills and experience 578
Convenient means for international traveling .638
5. Diversity of medical tour package goods .647 832 393
Convenience | Easy visa process and immigration control 727 ' (.70)
Diversity of medical departments .633
Protection of personal information in regard to medical charts 619
6 Exact care of a patient’s medical record .617 374
Believe.lbility Circumspection(carefulness) in diagnosis and treatment .682 841 (69)
Trust in the medical staff and their treatment .650 ’
Security assurance during a medical tourism .661
Lower expense compared with a patient’s own country .616
7 Bconomical Amount of thg medica} expense .641 386
'efﬁciency Value of medical services for the time and effort spent .672 815 (63)
Fair medical bill 558 '
Value of medical services for the expense 538
Whole medical tourism satisfaction 962 (35955)
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