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Abstract This study explores the way to improve service quality with the application of Service Blueprint and
Analytic Hierarchy Process (hereafter, “AHP”) in medical tourism. Service Blueprint has been widely accepted to
identify the possible fail points in service delivery system, and AHP analysis has been recognized as beneficial method
to rate relative importance in multi-criteria decision making process. We try to understand possible pitfalls to enhance
Chinese medical tourists, and propose the priority in the resolution process. In the first step, we reviewed the extant
literatures about medical tourism of South Korea, and built initial Service Blueprint. Experts who experienced service
delivery process towards Chinese patients participated to review the proposed Service Blueprint in the second step.
Thirdly, after extracting the possible fail points from revised Service Blueprint, we asked experts to guess the relative
importance of Chinese patient by AHP methodology. Four domains (Arrival and Welcoming, Hospitalization, Process
before, operations, and after surgery, Recovery and discharge) were emerged with detail criteria. Results show that
operations and treatment is the most important domain not to lose Chinese patient’s loyalty with following
hospitalization process domain. Also, we suggest the priority among sixteen criteria to prevent service failure.

Key Words : AHP(Analytic Hierarchy Process), medical tourism, service blueprint
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[Table 1] Sample Characteristics

. 1-5 6-10 11-15 | Over 15| ..
Titles Total
years | years years years
nurse 2 10 3 2 17
nurse assistant 1 2 3

1900

[Table 2] Overall rating for four domains

Process
. ; before, |Recovery
Domains %ﬂzg;;;d Hospitalization| operations, and
g and after |discharge
surgery
Arrival and | 55, 0.309 0257 | 1943
Welcoming
Hospitalization 3.234 1.000 0.596 1.322
Process before,
operations, and | 4 g 1678 1.000 3872
after
surgery
Recovery and |, 55 0.756 0.258 1.000
discharge
[Table 3] Weights for four domains
Process
. before,
Arrival operations Recovery
Domains and  [Hospitalization| D - and
'Welcoming and discharge
after )
surgery
weight 0.136 0.282 0.460 0.122
54 9 Q95% 7k J EAE v, 3 =
2 4 2] An| 61%, AFE AL L FANE
FcjdlelE] w7 554%, 9=l A& I+ & A[AF7}
EE0A] ) A AT 164%, J95S - AA - 24
AL AW g RS AR E T AAADA R 2 A 221%
= epgr}

[Table 4] Weights for the sub-domains of Arrival and

Welcoming
Sub-domains (A) (B) (© (D)
weight 0.061 0.554 0.164 0.221

(A) : Pick-up service for the patients arriving at the

airport

(B) : Assigning international medical coordinator, and
delivering courteous customer interaction

(C) : Providing exclusive help desk for foreign
patients, guide to waiting area

(D) : Administrative supports for the hospitalization
process, regulation, schedules for operations
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[Table 5] Weights for the sub-domains of Hospitalization

Sub-domains (E) (F) Q) (H)

weight 0.055 0.124 0.579 0.243

(E): Guide service to hospitalization procedure, to
patient’s room

(F): Supply for the complementary items and clean
patient’s romm

(G): Medical examination by interview and observation

(H): Medical examination and medical records collecting

FeAS 3 A} AAE o FZ 7Y
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[Table 6] Weights for the sub-domains of Process
before, operations, and after surgery

Sub-domains M Q)] (K) (L)

weight 0427 0.102 0.142 0.330

(D: Information sharing for the surgery process, and
checkout requiring written consent of operation

(J): Medical examination before surgery

(K): Review for the checkout list after the surgery,
and executing doctor’s prescription

(L): Notice services to the guardians of patients
(end of operation, etc.)

QAT AT 42.0%, =
B o571 AR el of Aul e}
9 AgA AT 99%= eI

fowd ol oy

[Table 7] Weights for the sub-domains of Recovery
and discharge

Sub-domains (M) (N) 0) (P)

weight 0.123 0.358 0.420 0.099

(M): Prevention service for compications

(N): Guide for the discharging process, and providing
tour information

(O): Documents services

(P): Education for the process for emergency
case(affiliated organization, home care, etc.)
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A AR h(0.015), B9 ERAM 9 HEEE
AR A30012), T8 T2 32 298] 2(0.008)
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[Table 8] Weights

and ranks for the possible fail point

weight Weights for
Domains ( Ag) Sub-domains(possible fail point) sub-domains | (A)*(B) | Rank
B)
Pick-up service for the patients arriving at the airport 0.061 0.008 16
Assigning 1nternat10r‘1al m@cal coordinator, and delivering 0554 0075 4
courteous customer interaction
Arrival
and 0.136 | Providing exclusive help desk for foreign patients, guide to waiting area 0.164 0.022 12
Welcoming . ; . ;
Administrative supports for the hospitalization process, regulation, ;
. 0.221 0.030 11
schedules for operations
Sub-sum of weights 1.000 0.136
Guide service to hospitalization procedure, to patient’s room 0.055 0.015 14
Supply for the complementary items and clean patient’s room 0.124 0.035 10
Hospilzilrzat 0282 | Medical examination by interview and observation 0579 0.163 3
Medical examination and medical records collecting 0.243 0.068 5
Sub-sum of weights 1.000 0.282
InfO@atlon §hanng for the Surgery process, and checkout 0123 0.056 6
requiring written consent of operation
Process Medical examination before surgery 0.358 0.165 2
before,
operations, 0.460 | Review for the checkout list after the surgery, and executing ;
, L. 0.420 0.194 1
and after doctor’s prescription
surgery . A . . :
Notice services to the guardians of patients(end of operation, etc.) 0.099 0.045 8
Sub-sum of weights 1.000 0.460
Prevention service for compications 0.427 0.052 7
Guide for the discharging process, and providing tour information 0.102 0.012 15
Recovery . . .
and 0122 Documents services 0.142 0.017 13
discharge i
Edu'c'atlon for th'e process for emergency case 0.330 0,040 9
(affiliated organization, home care, etc.)
Sub-sum of weights 1.000 0.122
[Table 9] Consistency Index gEo| A}

Domains Items CI.(Consistency Index)
Overall rating 4 0.0715
4. 48
4.1 HRR U AALE
o) G g2 T A woFe] wd §A ne&FEH
SIFe RN B 95 45 5 A9 0 Hh A
of ouAE 4 gl Az BA BRI oz QA

=]
A3, EREEAE &7F SUelEA omakg 4
A FXAFAH. ]9} tlEo], AHlE LEES A

>

2

)



AT

18

xe]
pil

of &

iy

pill

A

ey,

ke
pa

b

o]

S L B

18

kel
o

AREE A

Q

S
A

Mul2 FAAD AHPS] Aol <
l?_

Publishing-Chungeoram, 2010.

RITETLBE EOTEHINT ST T57 %g,%%
oo o Ko K Nowoop E MR oo LU Z 8 S v ]
2 =1 — L —_ = Q2 M O M
%%%ﬂ@riﬂfr Moo R oy o W = . B s 22 2 .3
oo = m o— oL =~ = = oo = NI,Ul:i .m.l %mnmﬂa g
o W KB E o I oo X T AR o < oy 5= g S = g 8 <
op F o o T T - 71Hioﬂ1éin_wmﬂa T g o 5% =2 g = - N -
— Mo = W oo e A T E28 3882 2
TN i) ol ol ) i " oo Ak ~A o o N < g 2 e d g
T m AR EEE Dlodbgrwmo g Re™ .2 - 528 £E
R ET L e REBEgragrTm  ®Pe Ex dcf.% Z:
TERExTAGLe 2ot ddgame T oyl o idg s _REZa =7
R eI _ﬂﬁawﬁﬁ%ﬁw«%ig%ﬂ] 3 258 F.92, £
Mg ler~s ,Eﬁrmﬁﬂﬂeﬂxﬂimﬂ%ﬂ.é & & ,5 22352 72
< T o Eﬂm‘%dnﬂwﬂﬁi.ﬂi% H o4 oo 2 o o) £ 8 = -
I R S N e P dm T RN g g S 2% TEFEEEL
J_AahmoﬂMi%%Wﬁmowhw%ﬂﬁﬂi%@%%W 2 s 2852288 809
—_ —_— —_— —_ = .lt .
mmodrmwwwwmpﬁw%ae%ﬂﬂo%%w_i%oﬂLuﬂmomﬂ S ES3 g8z 28 °
or ¥ o ym«%ﬁ.%%%%%?%%&nwﬂxﬁﬂ% S EE gy EE L EET e
o“_W%Mﬂﬂuoo_L%»ﬂ%i{ﬂﬁgﬂomiWuT%ﬂ L B8g Y TR EMg =22
Jlﬁmﬂ .ﬂiﬂj.oéafﬂlmﬁ&ﬂuam ﬂ.N%QNaémﬂ mwwﬂm’,M&ome
Blhesws Lo morza g@pdeyl =5 2T B E8E
@LJLENM77W_IJAI o CUNI U S Bl oL B SSE 28 235 5 5 E 2@
N ~on AT AN ™ G o o) R° o X T P3O ER>238FE
DG E S o) B =™ jo T oF mp " o ol ) fas) s
PRTHWPH B RGFT TTRHAEHTRF O TR WM BT T AT
o Pw T TR I N = T - S L At I B K W w
TR BT T CFgREET T RTEON ¥ T apiprdrl g Eo Moo
WE LR T W Wy N T o o) A e o By B oo o o X o W of o R
- ) 0 g ol AER H oo o Mo WM B 9
o= 3 = ono— oo — = TS o ) o e oA =
T o S B For A My oo ®E o S Ko o T g W= e A
0 O W R o T o BN T 2 ol CHE N o IS
SN PRI SN I F RS L F S L
= i o, L o ° N Jasth —_— ) o ~ R o— F & < X M T oo Ao
— bt —_ R Pl o) o ® —~— __ XY 5 = ™ = of X ~
m%oﬂawfrﬂu%%&#yﬂgﬂmﬂ,%%urmluwo%ww %Eﬁoﬂexﬁaﬂﬂu o=~ M T
ﬂkﬂﬁmuxutﬂai_?%oﬁmﬁﬂﬁz&E% % me X iV el utgmﬂ%mﬁ_c
W BT ol zﬂ T oA X v eI B Ul m@‘ ol NORE g MW ol (b R %
ERCIRC I e e S A IR . R B B PTTR L
Fo e e i I i - e oo O I N o AR S RS S
Aom Bogg o 5ok W - MIGRCI Xep BTl orsgFml x@WwmBE Fih Lo
wmoﬂwwioh%%m#%%%mﬁaroMﬂmoﬁaW%W%ﬁuuwwmm.%ﬂﬂo NWE T o
IR S NS F N S S L RSN S
o BE Ny PR T ey R TR § T g pm gy dd N A
Tao gl g RT ML N T F Wy W ST K p W T oy W W
T T TR O TR B T g g e T T T wT R BT B o & T o Ao
No KK o ® N 5 O X — S T = T T F — W - — % NN W rR
T m @ gdd e P g X LR TR B ER TR e BT o T AN WY
5 o Bl S P B e s T g E YRR pERETT Vs myg s e X R oo P
T 9 — o Al P Z e m DRl 2 J| ézﬁﬂﬂxﬂﬂx #%
By w0 ®m ol NN BT OB o MWW e RN o w e Mmook oo @ oW E o o TP
o om TRTA TFToHE PHRFTTRAMEodAdHA THFHIPN W oK T of

1903



A& =R Al5A A4B, 2014

[5] Pritchard, C., Asian nations Flight for tourist Health
dollars, Medical Post, 29(42,54), 2003.

[6] Perotin, M., Medical tourism lures Americans abroad
with surgery-vacation trips, Knight Ridder Tribune
Business News. Washington: Aug. 22, 2004.

A.,. The of health

tourism services. Annals of Tourism Research, 32(1),

263-265, 2005.

DOI: http://dx.doi.org/10.1016/j.annals.2004.05.007

Yu. J. Y., The of Priority of Medical

Tourism Introduction Factors for Tourism Special Zone,

Journal of Tourism Sciences, 33(4), 381-401, 2009.

[7] Garcia-Altes, development

5

Analysis

[9] Seo, B. R., Concept and Comprehension of Medical
Tourism Industry, Korea Medical Tourism
Association, 2009.

[10] Forgione, D. A., & Smith, P. C., Medical tourism

and its Impact on the US health care system. Journal
of Health Care  Finance, 34(1), 27-35, 2006.
W., & Zacharia, L., Medical
Outsourcing surgery. Mathematical
Modeling, 46(7), 1144-1159, 2007.
DOI: http://dx.doi.org/10.1016/j.mcm.2007.03.027

Yoo, J. H. Strategies for Promoting Korea's Service
Exports, Korea Econmic Research Institute, 2009(12), 2009.
Health

Reference manual for the business services attract

tourism:

[11]

Bies,

and Computer

[12]

[13] Korea Industry Development Institute,

foreign patients, Korea Health Industry Development
Institute, 2012.
[14] Han, D. W., Status and policy directions of attract
foreign patients business, Korea Health Industry
Development Institute, 2013.

[15] Shin, Y. S., Prospects and Development Measures

for the Medical Tourism in Korea, The Korea
Civilization Association, 21(-), 41-70, 2008.
[16] Yu, T. G., Healthcare System's Governance

Construction Type in Medical Tourism Advanced,
The Korea Association for Public Management, 23(4),
257-280, 2009.

[17] Lim, B. J., Yoon, B. K., & Kwon, S. K., A Study
on the Development Method for Medical Tourism
Products in Korea, Korea Academic
Hospitality administration, 18(3), 317-337, 2009.

[18] Kim, Y. K., Choi, M. S,, Oh, Y. I, & Yu, T. Y,,

A Study on Factors affecting Selection of Medical

Tourism Destination, Korea Academic Society of

Hospitality administration, 19(4), 99-113, 2010.

Daniels, S., Customer value management,

Study, 49(2), 67-70, 2000.

Society of

[19] Work

1904

DOI: http://dx.doi.org/10.1108/00438020010316381

[20] J ames A. Fitzsimmons & Mona J. Fitzsimmons,

Service management: operations, strategy, and information
technology, Sth edition, McGraw -Hill/Irwin, 2006.
[21] Benitez. J, Delgado-Galvan. X, Izquierdo. J., &
Perez-Garcia R., An approach to AHP decision in a
dynamic  context, 53,
499-506, 2012.
DOI: http://dx.doi.org/10.1016/j.dss.2012.04.015

[22] Fitzsimmons, J. A., & Fitzsimmons, M. J., Service
Management 7th  Edition:
Information Technology, McGraw Hill, 2009.

Decision  Support Systems

Operations,  Strategy,

[23] Gronroos, C., Service Management and Marketing :

Managing the Truth in Service Competition,
Lexington Book Co., 47, 1990.
1 Bl Z(Hyun, Min-Cheol) EEE)
e 2010 2¢ : AFTHEtA AT
YW A A}
e 2012'd 8¢ : AFtista Yy

a4l A8 A}
20134 39 ~ A4 1 ATt
Qs el wakakg Aet

[Shal

<HARop>

Service Supply Chain, Service Operation Management,

Healthcare Service Management

& B HAH(Cho, Boo-Yun) (A3

e 19954 8¢ : ;g 4edt
Sk

e 1997 2¢ : ;g HJt
ek A

e 20114 89 : wmTjehw Aget
SHLSOM¥ A}

o 20121 9€ ~ @A AFuistu
Agsta zus

<HAEOR>
Knowledge Intensive Service, Service Supply Chain,
Healthcare Service Management, Service Process Design





