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Abstract In this study, IPA(Importance-Performance Analysis) techniques were used to suggest improvement
plans and implications for convergent medical tourism services which medical tourists can be satisfied in
Medical institutions. For this study, a total of 244 questionnaires among collected data for customers who
experience a medical tourism service (a health checkup) at four hospitals located in Gangneung, Gangwon
Province from September 1, 2014 to October 30, 2014 was to ensure a valid sample. As a result of the
experiments which conducted by paired sample t-test analysis to learn corresponding to the difference between
importance and satisfaction of the medical tourism services, it shows significant differences in all entries In the
importance and satisfaction of the medical tourism services. As a result of the experiments which conducted by
the IPA, the importance is high awareness but among service items which satisfaction is not actually high,
service items that requires intensive care in the future are derived in items of “exact medical tourism services”,
“rapid response to the needs of the patient”, “rapid medical tourism services”, “communication with medical
tourism coordinator”. Therefore, medical institutions may need to be arranged in the Medical Tourism
Coordinator with the agility and expertise of the medical tourism.
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(Table 2) The importance awareness of medical
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descriptive statistics
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Factors baroe tance acti action
ran | 2 ranki
mean mean
ng ng
1. The excellent medical tourism employees | 431 | 9 | 343 | 9
2. The accurate medical tourism services| 440 | 5 | 342 | 10
3. The providing medical tourism services am| 4 3541 3
you can trust
4, The solving the problem patients involved in| 456 | 1 [ 343 | 9
5. The Rich medical knowledge for doctors 15| 1 363 1
and nurses
6. The'settlem@'lts for the exact cost of 1| 6 |34 3
medical tourism
7. The ]att'ast medical tourism facilities 431 9 |35 2
and equipments
8 The kindness of the staffs and employees| 450 | 3 [ 350 | 5
9. The rapid response to needs of the patients| 455 | 2 [ 349 | 6
10. The rapid medical tourism services | 433 | 8 |347| 7

11. The voluntary medical tourism services | 401 | 16 | 332 | 15
12. The pick-up service at the airport | 378 | 19 | 336 | 14
13. The one-to-one nursing services 393 | 18 | 341 | 11
14. The communication with medical tourism
coordinator
15. The convenience and reliability of
transportation
16. The equipped with a convenient
parking facility
17. The accessibility of information 421 11 | 349 | 6
18. The medical tourist visa service 404 14 339 12
19. The medical tourism service location| 412 | 12 | 347 | 7
20. The immigration Services 400 17 | 345 | 8
21. The tourism-related bookings and
information service
22. The diversity of the coordinate tourism
programs

435 | 7 | 347 7

4241 10 | 352 | 4

402 15 | 352 | 4

412 | 12 | 347 7

405 13 | 337 | 13

4.3 922 MH|AQ| ZRE o} FELR X|0]

(Table 3) paired sample t—test analysis results
of medical tourism services

Importance-Satisfaction
difference
Average| Standard | t- P
deviation | value| value

Factors

1. The excdlent medicd torismendoyees | 0.88 081 |15.29].000"

2. The accurate medical tourism services|  0.98 096 [14.32.000™

3. The(prov1dmg medical tourism 095 094 1409 | 000"
services you can trust

o~

. The solving the problem patients

involved in 113 096 |16.46|.000

. The Rich medical knowledge for|
doctors and nurses

ol

092 086 [14.95].000™

o

The settlements for the exact

cost of medical tourism 093 099 113061000

~

The latest medical tourism

facilities and equipments 076 097110681000

0

The kindness of the staffs and

0.99 107 [12.88(.000
employees

<

. The rapld response to needs of| 106 107 113781 000
the patients

10. The rapid medical tourism services| 0.86 095 |12.48].000™

11. The voluntary medical tourism

. 0.77 095 [11.32].000™
services

12. The pick-up service at the airport| 0.42 09 |622(.000™

13. The one-to-one nursing services| 0.53 097 | 765 |.0007

14. 'Ihe((:(mmmcellhon with medical 087 094 11294 000"
tourism coordinator

15. The convenience and reliability

of transportation 0.71 093 [10.70].000

16. The equipped with a convenient

o
parking facility 049 238 | 289 1.004

17. The accessibility of information | 0.72 097 10.32].000™

18. The medical tourist visa service| 0.65 092|987 ].000™"

19. The nedical tourism service location |  0.66 086 |10.36].000™"

20. The immigration Services 055 094 | 814 [.000™

21. The tourism-related bookings

. . . 0.65 0.93 9.76 |.000™"
and information service

22. The diversity of the coordinate 068 099 967 | 0007

tourism programs

note) *, **, *x+ denote 10%, 5%, 1% significance level respectively.
coeff. means reggression coefficient.
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