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HT gu71EY & 2 gu5ddTTY FAA FEg o 5v] 8 H7HE o],
Zbaro] obyd ] oz T|HeA HEE W
o] 8 3% (medical tourism)o] &3 = Jrh(o] A H, 2008). o]# 3 o] F= AA Z

2]
well M= dEdRs e en dAsta, AdAHAAde R FAsta gl

2
™
Hd
1o
2
Jal
)
N
>
)
ox
ol
o
i
re
ol

R 2007 6009 EeRiaL, vid 20% A Alom o 3 ItHHorowitz et al., 2007).

a1 5 AAHe R 5ol adds s olwskilen, 2013d7kA] o5 uFA

TR7E 1,8999 227t 2 Aeoleta #4438kl dtk(Olarte, 2006; Lunt et al., 2011).
AAA ez ofgagd Aol A4 wet = AFE oaydel e a4

o] wobAlaL It 2009 = A= A FF B S840, 2uW AMSE g

g #Fol A EHoR AAHE olfr= AAF THI tEo] F7F BAE olwA
£ =oErs A ol o myde] NG sHe
2 UgtEn $9e e Rk E, AFHE F
JREorE A Sl =E e AT A SR dg AL 2011, 1 A
20124 ghroll Al A mE Wb 9=l $hxp= 20129 1222979 0. = 2007'd 7,901 Kot
°F 200) ket Rk o=}l A FAANY S o mTIe 2011 2091702
2009 1,45370 2.t} oF 6007 F7Fet A rH A EX F sk R A4 159, 2011).
olFA A AAA R omgel v Aol mxHol wet o gl ot
B2 A7 AyH vk e dge] i A dAyES AyEd, AA, o my
I Ao B3 Aol tH(Goodrich & Goodrich, 1987; Hall, 1992; Carrera & Bridges,
2006, Connell, 2006; Smith & Kelly, 2006; Jagyasi, 2008; Failte Ireland, 2008;

ol

Kumar, 2009; Voigt et al., 2010; Johnson & Garman, 2010). °] ATE5< o8 #74<
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1. 98584

7h s @B A

1o
il
i
ol
=
R
o

o)

Talo]l Wobel wel we AgE Ay Aok 2Ev B
< ATAES A AlZtel wel s wdS A olsk 3L, global healthcare, health
g &olE AbEstaL Utk ofA A 9
TGl tig ot dds}t HHx] EetAAINE A 474 Jfdor RS ¢ ATHGEE 1.

A= o] 5 #F(medical tourism)®] 7 olth. o] 5 #3F(medical tourism)< 9]
BAHEE HAoR olFdts FAE UEtiY, b de 2ol Ul ol Carrera
¢} Bridges(2006)< ‘¢J8t4 JH)S F8 A% AsetAY FEstelan AAle] A
A e o= olEdte e Aostsar, Connell(2006)2 ‘A2l A3}

7b ARRE 713t AA YEthve ARE E7] fldl olEske A9'E Aoledr ®

O

tourism, medical tourism, medical trip 5 T<

3k Jagyasi(2008)2 ‘Zldo]l AU b2y Fol HIPHoR dAAstaA] o g~
= ] 98] AAYE olFIAY =AE @ 4dHEo 9 Kumar(2000)E ‘<o)

mlo

B
U AR TS s BRANAE Y] fd A4S do] ewew o]Fs)
9, Voigt 5(2010)2 ‘&Ap7F 24l o] vrekel iz v S8 H 2 o] o=
o ol HAH' o Hostditt

EA4 = 9793 (medical trip)°]th. Johnson¥ Garman(2010)2 ‘AR o] 3
Aoz 7he 'S 95 o] (medical trip) &2 Qo3 ‘TR Adxoz’ B
O ddE OB AHIAE HROR olFske ouyge] /Mddt Aols FATh

A= Ay G (wellness tourism)©|th. Ly~ TP (wellness tourism)< At

i



Ao AR ANA olEdE FYE o & B3P (medical tourism)¥ Fdsck ey A

}

(o

Y A3 (wellness tourism)< 7 Aol AL §X 57 95 olEsE= Ao zA

AR AE B o7 & o B (medical tourism)I= x}o]7F 9Jth(Failte Ireland, 2008)

oY

A= A7 3 (health tourism)o]th. A7 (health tourism)-S ¢ & 3% (medical
tourism)® .t} ¢ B Weel sdolt). o & FF(medical tourism)S JEAH|AE

w7198 o] Fdl= AR AFFF(health tourism) 17+

ol\

el 215 & P9l

o]7] wj&Eo]t}(Hall, 1992; Carrera & Bridges, 2006; Failte Ireland, 2008).



<E 1> 5@ 84 Ad Z9

g =4 A 9
Carrera & a4 S T AAE A3 AY 3 EEY
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TAARL st FFRE 713ke] Ax =
Connell(2006) i ke o b e
A5E 27 9 o] sk A9
Mde] AU vEY2 Fol Ao =w #os)
o) 2 73} Jagyasi(2008) WA JEAHAE 2] 93] FAZE o] &dHA
U 248 de dde 39
FEolt AHRAg 58 EFIE dFEAMHAE
Kumar(2009) = . ° 0 ) )
7] Qe 44 o] oo olFste F 9
S27F AR dEke] glAY v o) mAH[ 2
Voigt -&(2010) .
ol ooz o]FslE 9
o o] 3l Johnson & XA o AdHgleo]l guEAN~E W] $d o]
Garman(2010) 3= A
Smith & dge] ety 2EY2AZHEE oy Zols A
Ay Kelly (2006) A sl A o2 9] o] F
233 473k Algro] zpale]l ohgidElE A5l 9%k
i Failte Ireland(2008)
atfte fretan X & (therapy) & 3l ol&3sl= A4
Goodrich & Al FgAn| 2o A7 T Mu|AaE F7)E)
Goodrich(1987) o BFNS Folsk= A 5
Hall(1992) 173539 5715 73 S Wy o] Fshs 9
A8 Carrera & Aol vhgdt AAe] bEE A, Askstal 3
Bridges(2006) EAI717] &) AT AGES "ot} o8st= 49
. oA FAE 7H o] Al ARE SAAAE
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HE FAXNAE & A= Aus B =352 dAubAl SAolgka 4ol sttt o
£

S} o] Mu]zo] HHEI Ad T3S wEed, AHjs FE

\)
o
—_
—

M 7IRe R AYE e e ¢ 4 UtHTameem & Sarmad

Parasuraman & (1985)2 AJH] 2~
o5 WA, Ml #4249 Al 7HA BEAE A AR, Aus F4E AlF
%]

ARG a5 Hrter7E o oy &4, AdE AMRls FELe Aus

Lo

o Zdess vud & 449tk A, Auls 49 HJrbkes Aigvtow o
FolA = Fo] ofygl Au 2~ e AAE xshET EgE Bateson(1999)2 AW 2~ #
Ae FAA gy HZbA A olw Atghe] AES FI AEH7] Wi g dx
A&H FAFAYF ofdrkar Awska doh

. Arjx F2 F(gap) 242

Parasuraman 5 (1988)2 A 3F 20 &A% <5 (exploratory investigation)& &
a Al FA4 F(gap) RHES AASEAT o5 479 AH]Z Eofe] ARt
(executive) 57+9] WA (interview)S AA8t 1, 12719 24 18 (focus group)e] A=A
L= AAEsith ol2lgk AT-E Sall Auls F4 Fl(gap) olEe] dHATHLE D).

AMul 2 EF4 F(gap) R 7]EA W& AR Au|s T geEEd AR
A (Ad)Fel o AAH Auj= Fdo] 44 fAvkal s%lal(gap 5), ol# g A
ol AH|2E AlFste FAHoNA £ & 2o](Gap 1, Gap 2, Gap 3, Gap 4)°ll 23|
A @A gt e9eh &Fol(gap)ol thEk ek =4S o2 2

Gap 5 = f(Gapl, Gap2, Gap3, Gap4)

* Gap 1 - 79| 7t} Aar A zpe] Aol

(comsumer expectation - management perception gap)



Gap 2 - #eAke] Azkah A 2EQ o] zfol
(management perception - service quality specification gap)
Gap 3 - MM =EA AL Au=dge] ol
(service quality specification - service delivery)
Gap 4 - AW 2A@3t 9% oApaEe] Fol
(service delivery - external communication)
Gap 5 - AHl2 7loish Al A zke] ol

(expected service - perceived service)

- = =
i HeH Be 7 2
R —— o MH|~ 7|}
! ¥
| Gap5 ) L
sux | AuI2 7%
______________ e
|
23z | MBIATE e---= Do) Cf3t o8
e f HE Aol 4
1 1 Gap4
: Gap3 !
; +
! MH|~ EF
Gapl ! AL
i Gap2 i

224 7|chof chet
-------- o pEIRel X2

<13 1> Parasuraman 50©| At AU]|A ZEA 7H(gap)2@@
& A : Parasuraman et al. (1985). A conceptual model of service quality and
its implications for future research. p.44.

Luk®} Layton(2002)2> W4 AH]2#E2 R d(internal service quality model) S

_’IO_



W ste] J|Ee] AuAEA A(gap) ZES AFAATHIY 2. o5 F Ao @

B3} % el Fol(gap)e FHekAth Fh Ulge e 2o

rlo

© Gap 6 - 1A st A9 AZke] Aol
(consumer expectation - service provider perception gap)
* Gap 7 - ¥E/Apek Aol AAF uA 7)fe] Aol
(understanding consumer expectation by manager armd service provider gap)

s ma Fldel g AQe] A7 B F7)

7 = =+
OIA—_FLl':I_EE Held 2o I 3y

e » 17 7|CHof CHst
--------------------- > za|x}o| x|zt

S S S 5 s * MH|A 7|CH
1 ) e e >
1 ] ¥ f
i i Gap5 1
1 I
2H| X Gap6 | MH|A x| 2
| i
______ L [ N H
1 1
1 I
| |
1 I
3% | : MEIZEE (oo 2240 o3t ol
S : ; SCWETIN
[ | [ Gap4
! [ Gap3
: : ;
L | 27 7|thojl che ME[~ E
Gapl | |  m@lo X2 A
* [y
: ! Gap2 i
! Gap7 +
1 I
1
1

<329 2> Luk & Laytono] A|Qtgt Au]A EA ZH(gap) L2
EA] : Luk, Layton. (2002). Perception gaps in customer expectations: Managers versus

service providers and customers.
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Luk$ Layton(2002)¢] Auv]~ 2 M(gap) RES FAHI Fo= Mujx F4
A(gap) Z S B2 WA v} Shahin¥ Samea(2010)= Luk$} Layton(2002)0] 4
Bo A 5719 A= FET} /Mo MEE Aol(gap)E AASFIATHLH 3). F
=3

o

N
)
rot
=
ofo
o
v
o
i)
i

© Gap 2 - BelR AAF Aqulz FA A gAste] Fo]
(management perception - service quality strategy and policy gap)
* Gap 3 - AM)AEA Aero o] Ak} G| ukedw Au)s EA Ak} G )] o)
(translation of strategy and policy into service quality specifications
- service quality strategy and policy gap)
© Gap 4 - AUIZEW AFomel Akst FA W o4y s)F3t] Fol
(translation of strategy and policy into service quality specifications
- ideal standards gap)
© Gap 5 - Mu2EA AbFomel ek R A weda o)y o|AaBe Aol
(translation of strategy and policy into service quality specifications
- external communications gap)
© Gap 11 - 37 Azkel W@ PelA Azt An s Azt Aol
(management perception of customer perception - perceived service gap)
© Gap 12 - 3 Azl v welxt Az Al FQ Ak g3 Aol
(management perception of customer perception — service quality
strategy and policy gap)
© Gap 13 - 2o Aztol g Ao Az qulx Azt ol
(employee perception of customer perception — perceived service gap)
© Gap 14 - 37 A2l tjak el A2kt we] X2fel ol Agle] Azte] Fel
(management perception of customer perception - employee perception
of customer perception gap)

C ol AF, A AEA Algo.re] Ak 4] wel, Auls B A 4

) — = Oy
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Word of mouth

I I
| Management |33P1  Employee
| perceptions of 'L‘ | perceptions of

Translationof  j--————-—-
Strategy and policy !

Employee
perceptions of

] i

Jmat i I I ds |

Communications Personal needs Past experience ! |deal standards. !
|
|
Customer I
I
1
|
i
i
i
e e e e 1
| r 1
: Gap 13} !
| : I
| P+ S | SRS | S S S S S |
| : Gap4 |
! Provider ! Gap9 !
Gap 11! | Service delivery | Gap7 External !
I [ e —-——# (including pre-and communications to |
) : i post contacts) customers ;
| i i !
i ! Gap1 Gap6 | J GapS-: !
S S v L ! :
|
I
i
|
l
i

[ —
| customer i | customer customer into service quality |
| perceptions : | perceptions | expectation specifications |- —-——-——— -
_____________________________ 1
T 7%
! : Gap 3| i
1 i Gap 10 T
U e s nee s sl s ol ol Sewice qualily ] [ 10id component
LR SR N e PR | SR [ e pmome
Gap 12 ’J'_s_h_a;e_g f;iiﬁc_"fy_} """ INew/modified component
Gap2| : —— — Separation line (provider-customer)
+ — Old fink
Management | » New link
perceptions of
customer «——» Old gap
expectations <=+ New gap

<9 3> Shahin & Samea 7} A3 AMu|2= F&F F(gap) =Y
&3] : Shahin, Samea, (2010). Developing the models of service quality gaps: a critical

discussion. p. 11
9. Auz Ede =3

Parasuraman 5(1985)2 AH]~ F4 Zol(gap) L2 & 7|Fo 2 AH|x FH 9

TALAS AATIY. F 10714 FALAR BRI, olE “HA(access), ‘9
2

=

Al 2= % (communication)’, ‘&4 %= (competence)’, ‘&< courtesy)’, ‘Al & A (credibility)’,

_13_



‘

‘&2 A (reliability)’, ‘¥F2-4 (responsiveness)’, ‘¥ 734 (security)’ E-(tangibles)’, ‘o]a 4
(understanding/knowing the customer)’ ©]t} HFgk JAX|® AMH]~ F2 B3 (perceived

service quality model)2 A AlSFFTHZE 4).

1. &
c=HL O
(Access)

2. O|AMAE
({Communication)

355k R ES
(Competence) T _E’_?j

A=)
)
0
ogt

4, BBt

(Courtesy) | |

5. M2l
(Credibility) &

MH| 2 7|CH

A 4

6. 2t o

(Reliability)

742 > MH|A EE
(Responsiveness)

8 HER

(Security)

9532

(Tangibles)

10 084

(Understanding/ Knowing

the austomer)

4

ME| 2 x|2t

<Y 4> Parasuraman T°] AAg Aulx EA 2F Q99 »d
Z*] : Parasuraman et al. (1985). A conceptual model of service

quality and its implications for future research. p.48.

s

olA® AMnu|x FA ¥ (perceived service quality model)ol wEW An|zlE )

o

0] 2121 & - (personal needs), T~ (word of mouth), ¥}7] 7 & (past experience)S H}&
2 AHl2 EFE A LA 107FA] &Yl thek AMH]~ 7] d(expected service)d 3}

122 A Z (74 &) (perceived service)g==o] ASTE o] w wAYE AH] 9] J|tf<E

(o

R
o

I Mul 2 X (FE)ese 27t dAE AH] 2 FE(perceived service quality)©] o

MN

_’IA_



etk 2y Auls AZHAE 7)ol Auls ZidigerR o A RpE A H
2 EF Ao wEelx] e=tH(Parasuraman et al., 1985). &, AH]|2~ FH2 AH| ALY

* SQ(service quality) = PS(perceived service) - ES(expected service)
+ ES(expected service) > PS(perceived service) ©|™® SQ(service quality)s= AR
Ee(olzd 4 gle) AH
» ES(expected service) = PS(perceived service) ©|™ SQ(service quality) = S
* ES(expected service) < PS(perceived service) ©]® SQ(service quality)= °]4 =
Parasuraman (1988)> 19854 #QlE5o] AAIStAH AH|A~FAS FA 5=
107FA 2k, 977HA] A &5S A4 A5 S8 834 R AFHEE FEeAH. o
A+E T3 Parasuraman 5(1988)2> 107H#4] ¢ FAHLAE 57HA Ao &5
A2 A (reliability), H¥H2-4d(responsiveness), X & (assurance), &7 (empathy), F3E
(tangibles) 2 A7AsATHE 2). T3 977/ dEeo] HAEEILS 27|12 Folx
Likert scaleg A -83te] SERVQUAL(service quality)® == 94 8% th(Parasuraman
et al., 1988). = &, Parasuraman 5(1991)2 E O& AZATE T8 FAZ oJuj9

$ue F44 FRow wASG E£E Aux Jlde 5 F ‘Should® EAL

_15_



<E 2> 573 8 AHls F4 8L

3= 2

212144 (Reliability) MUl 25 Agsta DA Fds= Y

1S4 (Responsiveness) | A8 25 AN A FA| Al = A= A 2 59

1244 (Assurance) aAGA AFE & T JEF e FPE9] XA T35
73 (Empathy) T oigt MEH #HA
&4 & (Tangibles) el or A4 T 294 8

&3] : Parasuraman et al. (1988). Servqual: A multiple-item scale for measuring

consumer perceptions of service quality. p.23.

SERVQUAL®] #AAJE ©]$, SERVQUALS AF&3he] thekat ofo| Al Au]~ &
Hol| &3 we A1l o]Fo] Ht} Wisniewski(200D)E -4 0|~ TSR ZALES $3)
SERVQUALS AH&3191al, Markovic®t Raspor(2010)E Z=ZolEle] Qe TdS o=

)

i)

2 =439 o W AEH HEE HIA

SERVQUALS AR&3te] Au]~ #
(accessibility)’, ‘“AF=E(output quality)'E F7Fste] 771 &5 AHE5ATH
Salvador-Ferrer(2010)= F& e A~ #4243 467 918 SERVQUALS AH§
st ASATE stk 7159 574 S ARE SRRt wEaE 4370 E W o]

e,

5|\

22 HEE AFEste] vlal At 574 A F, A2 A (reliability), R
A(assurance), &7 (empathy)-& 9= A0 7 53 E(tangibles) ¥ 9H8-Ad(responsiveness)

=3t ZAo® A AT Simon(2010)% 33 HAAMH| A~ F4 =4S 95

_16_



>

SERVQUAL #Hx& AlE &tSth 5719 Ao HEE AFE3t 212 Parasuraman 5
(1988)3 #Z ot Simon(2010)2 71 H=o= =7 53 Likert ¥ &=5 AR&stit
a1 A, Avja F2 5 Y E(tangibles) ¥ WSS o2 FALEom YA 4

e AMuls FH4e BEE g Aoz yEryth Karassavidou 5(2008)2 18] 2-9]
NHSH o] AMujx= F4& FAsAh o] A7+ v A9 g2/ 134 349
(human aspect), 2% 3743 F Z(physical environment and infrastructure), <
“d(access) 374 2o HEw Mnulx FHS SAGAT =8 Ao H(gap) &
F7F okl zt & F(gap) HE Hluste] MHlA FHS FASAY Hayati

Q010 9% MUB veF W] Auls FQ v ATE ST 5] A9
o= ]
AN

of A&, 25709 &= ol&ste] Mul&a FEE FA6)
=

4

d

1, &7 (empathy)e] 1=
WA vASHAAA Zol7t &= He
o]x 8 SERVQUALS AF&3le] olmioke] AMu|x F3 F7o] Wol o]F o

a QAN EdRAs fEeR Muls F4s S A s gA4 @

3. Nulz EAY nARE

AakE2o A3 (outcome) @t A (process) T A=AS T4 =X u A}

4 wgel gelst AARA B Aoz FRY & vk AA, 24 W

3t 28]lal Westbrook® Reilly(1983)= ‘AnR|z7F o3k A F oy Au]| 28yl
ofyet Fufalsy} BEE AAA wrgor AFostglal, Oliver(1981)+ 7t YA
o] & (expectation disconfirmation theory)< WX atHA, TATES %
ZHlel tig ol AP st BASteE A AH'E Fosdn. =
24 BHe Aololth. Tseet Wilton(1988)2> ‘&M Aol 7w AzZH(HE)e &

Uy | il

_’|7_



Aol EdAol gk Anjae] gkgro g Aokt olef e RAFEA #AHe] A
aHle] AdErA Be Zlo] ofyel & EddA st Ao
= 3 A sk vh(Yi, 1990).
DAL A ATt d Aula FE T8 A UWHES A-e] d5S ®
o AFoA FEHOE 4 F UtH(Tse & Wilton, 1988; Tayor & Baker, 1994;
Zeithaml et al, 1996). 1ejv} AH|~ FA I 4wk oigh AAdA ] tfair] A
g AFAAEL ttE AeE 7FA 2 9t} Parasuraman 5(1988), Croin® Taylor(1992)
5& Mulx Fgo] uwtEo Mg F5 A 9 Bitner(1990), Mcdougall#}
Levesque(2000)2 w2 gkEo] Mulx £21 o] At s, walb 2
ATAES AHla FHI uARSd i ARAAE FHer] A B2 ATE
3} 2 (Bolton & Drew, 1991; Parasuranam et al., 1994), & o= AH] 2~ F 2 o]
AtSo] Mgz JAAAAS FHF A7 Bol oFAAL vk (el#A -5,
1996; o)&+Al 719, 1999; Spreng & Mackoy, 1996; Lee et al., 2000).

i
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ol
s
Ei
=)
2
v
BN
>
=

A S1E BAE Aol AR, B, 7|8 MNFoR BRse] 2T ARAE 74
ol Weg HEAT AZste] A A Mz, 717194 02 A,

AR, ST BAe] WE FE BAw,
A, 979 BA47k B 2o AN R A dEES FRFES BAT

AR, gmel B emAuzel Ha JdrED AAFF] oA 2o

gEmd mAE dge BART

ol¢} B3I AT RFL <Y 5>9F 7t}
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FStH(Otani, 2009). whebA & AgolA e o] FE5S A

3|

e AL

o3

d

oA F34

=23
=

=
-

KN
=

Aol Al o] Wl

=
-

o, o
of thAl R Feltt = T

1

o

o]
np

Nr

B

—_
o

—~
;OO

sl

z+

o 4l

s
s

o
AW s a"A v el M e 220G 7FA 9] 53 Likert X &=

KN
=

A% o, ‘o

Nr
®

0.89% ttEFRETE.

L
R

%3} Cronbach’s «

¢+
Gl

Hr

g

wjr

1) A8 A7

—_—

SREIREE

3]

BES

Fsie.

3|

72 20-30tl, 404 olde= -4

ﬁo
np

=0

N
H

np
4

o

B

——
o

0

-

iy
H

ol
¢

R

Jl
oF
ﬁo
np

o}
=~
py

_H,O
o
™

o)

—

0

—_—
o

il

!

)
il

bl ot

S

W 0gros T4

71 et 44

ki3

3) e d o

SERVQUAL

s

10

Parasuraman 5(1983)°]

BEREES I

Faok A8 A (reliability), ¥+2-A (responsiveness), H. %4 (assurance),

26]*5

=
=

Abg-3te]

=
;ﬁl—l—a

18 19 AN T

S
<l

b,

3|

-3 E(tangibles) & A|&3}

7 (empathy),
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G721 9] 53 Likert =2 FASIT 28]z o] #3k Al
fAth SERVQUAL ZHZ9 =tAe g 2 73 a8 A=
I 2ok =3 ZAH s VUeEd AEFTY 2olE o] &35te] A E AuHjA

= 4 (perceived service quality)S T34

7H A =4 (Reliability)

21273 (reliability) = 9] An|=7F Agsta WA A=A 4817
A FAEAT FHEFS WAL G Ak TS st ok&HetH, 1)
2 olg(sloF Fuh/3nl), WYL FAl A A FAE s dsted g5 mopor (3
/=), ‘BY9e AuaE AT o & ol gut=s Ao /), W
of&et ti& MuAE AF(sof stol/dh), ‘WYL 2/ fle AulaE a3 (3lok
gich/gith’ e & 5o ® FAHITE HEd g AF®E £4& 53 Cronbach’s

at 0.84/0.86% YEFRLT

rlo

1) 82 A (Responsiveness)

H-S- A (responsiveness)S W Qo] Bzl Al B AE ATEHIL = A E
SAst7] A FAHATY. FAETE A/ E AE s S o Skt A
J&stAl L (Hok stoh/En), A/t A a B QAo FA(EEoF st/ S
b, A ZrE AN SR AN 2E AF(d ok gtol/ghth). (oAt ANE 7Y

@ 7170l me(FH ok vt/ ®E T 4wdom AT Hko g 41F
24& 53 Cronbach’s at 0.85/0.83% ey}

o o ox
N
1..

!
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t}) B A4 (Assurance)

BEERE

2

S
- S A

174 (assurance)

<]

aeh/zeh),

(F-of o

oo o
T =

FL NS A

°

N

=

pud

Fh/m)

b/, oAl

ks
had

o] A2t gkalo] (5] oo

o)

=
[<)

boh/geh

3|
s

A4 e 7HA AL (8hofof

] =
L8

o

2~
T

=

o

B

’ ¢

0.89/0.76% EITY.

1
.

Cronbach’s «

2}) ¥4 (Empathy)

e

o] o7

3 gpe] ALE,

e g

7+ (empathy)

K

ey, !

slof ael/

Eo), e

3
L

1o}/

o] of

o
i
=

=
o))

Gl

/o),

ks
T

o) Al/2b 5417} (oo

L
R

o]

o
il

o a7k

=
=

ZF

g
B8

ol

~J

/D), SR EAE g

N

ol
ur

+ 091/0.88% YEFYTH

25 %3 Cronbach’s o

") #3 & (Tangibles)

49

o] A, 71,

& g

E-(tangibles)

]

o
T

gl

sreh/elehy, el

ofo}

[e3}
PR
Fe= &

o N
= 2EFau(

=
=

I

24

A9l

o

B
o))

o

0|
;00
sl

fviel

X
_ZM_I

%

0

=3
"o

f (Hojof e/ HIh,

3]

A

Edac

b/, oy

5
hai

2 wAdE (Folof
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!

o

¢

0.80/0.79% E}SETE

L
fu

Cronbach’s «

=0
T
h

A
a3

b AAe

b w43

o] &%

IBM SPSS 20.0<

] g+

X
il

Az 54

=]
A

o)

AR
fink

B
iz

A, ol dape] #A 1

A

el

i
M

—_

T
o

oF

—_
o

xr
i

]

i

ool

A 71 71d

A, 9=l Bl o BAH] 2o s

=
=

=3
"o

AAE A2 Fdo] RESo] m A

@.

A, 2=l ghabE o] o mAn] 2ol o

A

KN
=

s T} 3] 7 2 A (multiple regression analysis)

9]

oA 7] Aol =

ojp

WA, 9=el BAre] o A~ Hw

= =
L]

2 1o A

Me At

391

B R o] thE

9]

w7 9

SRl =y

3}

il

e 204 +=

AT,

gl

[e))]
H

=
T

o
N
i
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V. 4723

R DL

B Aol RATAY ASQTEA 54 A, AY, T4 PR e
of mokth olo] WE ZAL A3 < 3> Avnw, AWE 400 o] 4(50.1%)0] 20-30
(4099 0T BTk e oA(618%), FAUBLGE A7} Btk FH L elA
oH(66.49)7F 714 BEgkom, Z1EF12.7%), AE(1009%), P FB2%), FR27%) 0] 2.

<E 3> 2AYEAE 54

TE HE %
20-30t) 45 40.9
o
400 o] 4 65 59.1
=1 53 48.2
A
o 57 51.8
2 Al o} 73 66.4
IR 11 10.0
=% = 3 2.7
Ll=h 9 8.2
7 e 14 12.7
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A A B Rl U BE AN taA Lotugeh 1 As
g A¥W <E 4>5h Pk 9T BAF0] FIE WEHE olfE Ee Ao 9
BB 9e636%) WEFHE A9 Y BRon, B AR /&2 931364%), &

Zo A E7HsE A5E W] 98(27.3%), d7IAZE dE5S 919(20.0%), A" 9

218 918(109%) #olrh ARAF FRe F, AT, 58 5 E AFES ¥
d ARE AFshe BF(47.3%)7F 7HE wokon, ofdel dFeAN AuE wokd A
Fol = I duwd FPAMUGS%), AEU(227%), FA171AH1.8%) =l ©]

v gharo] WEeke 9=l At v 2% (word of mouth) &2 HAHZ 4
st AL & F Atk aga 59l $AELS o osAu|aE oy WHEsE
%, 7VA43.6%)S 7 wol AAsA I, = o7 A(327%), 9101(31.8%), 4]
(17.3%), A& §F F7H4e2](12.7%), &3H4 2e](12.7%) o2 AATS & + AUtk

_26_
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oF

ag

=0

H

<% 4>

ah

63.6

70

E
o

o)

o|J
He

36.4

40

A

n
o}
o]
He

10.9

12

™
o

B

20.0

22

w

o 7] A1 3k

273

30

22.7

25

1.8

45.5

50

47.3

52

32.7

36

12.7

14

43.6

48

3

L

31.8

35

17.3

19

12.7

14

N

3. JBEAMH 29 7

7 A
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AL GRS o] g Aqu] el o

FAte] ggEAu 2o B deEEs SAHT 5 F
T A2 #F 9 E(tangibles) 2919 ‘A A Q] =3F(68.2%)0lt. o= 2=l $Ats
o] g o m A~ A FWol g Vvt 35S HolFEth 18a AN
ZFo] Awk(50%) ol/dol ‘v ZET Ol SHEd FELE A1EA (reliability) .719] ofS
gk ABj 2~ Ae(59.1%), “EubE AH| 2~ AA(57.3%), ‘S F §le AH]2~(51.8%), A
3 2°(51.8%), W34 (responsiveness) 2912 ‘A &3 AuH| 2~ oh'(52.7%), ‘FA =% <F
W' (52.7%), H7AA (assurance)2.919] ‘ol FQle] XA 43'(56.4%), St=7 #A(53.6%),
o oM (52.7%), 7 (empathy) 8819 ‘Bzt a+ Q12 w=='(53.6%)o = ER

ol AH]l~ F4

FEANE ATl Be ol

& JdFEY FEE dotEITH(E 5. =9

g gl b gl $

rot
ook

=

H 0ol FZ AlFA] 1ahili EAS IL7F A

RS ) ) ’
|5 291 =, A (reliability), *.74/d(assurance), 373 (empathy)
EE3AA g v (responsiveness), TEE
T

R

H]

n

(5

[e]

SRS
g5l Fe FBo] AriHon M

g
o
%
o
flo
=
it
I
fo
[-'O
o
=
~N

AFEHoz Mulxa Fd 29S8 A RH, 22 A (reliability) £ F,

N
T

o] 7b e o okl AuH|A AF(59.1%)olH, I ThSo R ‘SHlE
A 8(57.3%), ‘L S AH12'(51.8%), A A’ (51.8%), ek o] '(43.6%)
e TE 9E-S-A (responsiveness) 8912 kgt Au| 2~ QMUY (52.7%) 53 ‘A &

o AT (527%) Fiol ZdgEe] MY wkew, ‘e A S(436%), ‘44
M2 A F(43.6%) ol Atk B (assurance) .91 ‘ol 5919 2] 2 4=F'(56.4%) ©]
7h mokow, b=zt FA(53.6%), ‘el oW (52.7%), Ua FA(39.1%) £oE
Btk 53 ‘WS d4(39.1%)> dA 227 & F, VidgTel M e Ao
el g 44 (empathy) 2912 ‘@412 7 A =8’ (53.6%)°] 714 =kom Jid
A BA(47.3%), A WAV (47.3%), ‘ol §-47(464%), ‘T4 AR
F'(43.6%) wolth. @ E(tangibles) 2212 ‘91AZQl &35 (682%)°] 7 =kom, ‘A|zH4]
m=(50.0%), ‘TAE 219’ (455%), ‘FHZ FH'(43.6%) o2 HERT.

R

o

h

4

l-fO

o
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e
e ETER T B L
Z} £ g X A=
oyt %o o]t} a8
! 10 o1 48 4334068
09 | (91| 464) (436) |
1 10 42 57
4.41+0.70
09 | (91)| (382 (51.8)
1 9 37 63
RS 4.47+0.69
09 | (82| (336) (57.3)
1 0 3 o 4534063
09 | (45 | (355) 9.1 | T
1 11 41 57
4.40+0.71
09) | 10.0) | (37.3) (51.8)
! ¥ 42 o8 4.4340.68
09 | (82| (382) G270 | T
2 10 50 48
4.31+0.71
wroa] 18| (91)| 455) (43.6)
v 2 17 43 48
4.254+0.78
(1.8) | (155) | (39.1) (43.6)
2 8 42 58
4.424+0.71
(1.8)| (73| (382 (52.7)
0 10 o 43 4.3040.63
00| (91| (518 39.1) | 7
! 1 3 9 4.4240.71
A 09| (100)| (365 | (36|
ce 3 12 37 53
4.3640.79
@27 (109 | (336) (52.7)
0 9 39 62
4.4840.65
0.0)| (82| (355) (56.4)
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A3
184 | m% o 5
-1 o = =2
e 22 an | am | TFT | ggg | P
&
2 1 4 52
CEET X 0 ’ 4294078
0.0) (1.8) | (145)| (364)| (473)
SR 0 3 2 33 52| o0t oss
Hl5 4] 7h 0.0) @D 20 | 300 | @73 | T
o | 2 A 0 2 13 47 B o
SR A9 we 0.0) a8) | 118 | “2n| e | T
7 o] <] 0 2 16 41 Sl
Sl (0.0 (1.8) | (145) | (373) (46.4) |
A8 T 0 0 3 43 59
4.46+0.63
Q1% 2 (0.0) 00| (73| 39.1)| (536)
0 0 15 47 48
A2 A 4.3040.70
° (0.0) 0.0) | (136)| 27| (436)
0 6 18 31 55
A2+ = 4.23+0.92
ng (0.0) (55 | (164)| (282)| (50.0)
e ] 1 3 19 37 50
A 2 4.20+0.87
0.9) @7 | 173)| (336)| (455)
SRR 0 1 5 29 75
A4 4.62+0.62
=3 (0.0) 09 | (45| @64 | (632

. ASIITER B4 whe olmaule] tig Tlokze] Ho] B4

ZARGAES] AHQTHH B4l met o BAN 29 h5FEe] Hel7t 9
A8 ARGk % A8 AAATHA 54 A, YU BRSAD, ol
W Aolg WWRITHE 6). 7 A3, AP wuelAe EAHOD §o9 Aol

= HolA &t aula AHEM R FAA R Fo3 Ao]E HolA sk
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<E 6> ANATFEHE 4o me JuMulzd RF NRFEY Aol £

T A= Ll LR g THA TEE

20-30tH 4444053 4351049 443+£047 430+£059 4.31+0.53

A = 40t ol 4424054 435+066 4374068 4314070 4.36+0.69
t -0.28 0.00 -0.57 0.13 0.45

Hd 435+053 4251063 427+063 419+0.69 4.28+0.65

e o4 450+053 4441056 4501055 4.41+£0.60 4.38+0.61
t 1.46 1.7 1.92 1.85 0.86

*P<05 #xP< 01 #*xP<001

ok YAE o] e oJgAu|zd] g ZH5Ee o] £

Ru)

o
U )
flo

147 (assurance), 374 (empathy), 3 =(tangibles)ol Al EA A o2

Aol 7k = Al dEuth o o=l &2 F J4aE =EwE HkeEwl

lo
(o

His] Myl F42 A a<l F ®BAA(assurance), &7A (empathy), 3 E(tangibles)©l

A emAu el i Vo] was BolErh

<E 7> QAE %o BE JEAHLe U ARFEY Ao] B4

TE A=A BEA B34 THA TRE

Fr 444+048 440+051 446+054 4.39+056 4.40+0.60

%;i_f o 439+£068 4.23+081 4.15+0.71 4.06+£0.84 4.13+0.68
t 0.02 -1.00 -2.10° -1.93" -2.01"

*P<.05 *xP<01 #*#xP<.001
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4. A 29 AYS

HN

7 AT

A ARl Sl E A H e i FEeEe] BEE LolRUTHE 8). =<l

Aol gnAuzel Wi AALEL FIF B F, NS a8 Y el ¢

@3l &2 W3- A (responsiveness) 2.¢19] ‘BFA] =2 A|F'(69.1%)0]t}. o]= &=l
3 xpEo] g Mul 2o AEH AFHFHAAN APFTo] =USES HAgFH, aEx

24 g el 60% ool wig 1T $EE FEE A% A (reliability) 2919] “oF
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Abstracts

An effect of the foreign patients’
expectation and experience

on satisfaction of medical service

Kim, Ki Young
Dept. of Health Administration

Yonsei University

This research tries to understand the expectation and experience level of the
medical service for the foreign patient who visit South Korea for a medical tour,
and is made to find out the effect of expectation and experience level on the
satisfaction of the medical service. For this purpose, among the medical institutes
registered as a registration institute of medical tour attraction in Korea Health
Industry Development Institute, four hospitals located in seoul are chosen for the
research, and foreign patients in these hospitals are surveyed from March. 25 to
June. 7 in 2013.

A questionnaire is classified into a socio—demographic characteristic of the
foreign patients, process of their visit, expectation and experience level of the
medical service, and satisfaction of the medical service. To measure the
expectation and experience level of the medical service, SERVQUAL scale is used,
and the survey is conducted with 5 detail factors (reliability, responsiveness,
assurance, empathy, and tangibles).

The expectation level of foreign patient’'s medical service is high in a
reliability, assurance, and empathy among service quality’s detail factors and
comparatively low in responsiveness and tangible.

One group exposed to the word-of-mouth and another group not exposed to
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the word-of-mouth show difference in expectation level of assurance, empathy and
tangibles among service quality’s detail factors. The experience level is equally
high in every factor, and there was no difference between the group exposed to a
word-of-mouth and the group not exposed to the word-of-mouth. The difference
analysis of expectation and experience level of the foreign patients shows that
service quality’s detail factors are all satisfied.

Factors which influence an overall satisfaction of foreign patients’ medical
service are reliability in the expectation level, reliability and tangibles in the
experience level, and reliability in a quality of a recognized service. An experience
level of the medical service has the highest explanation power about the overall
satisfaction.

Medical institution needs to increase the expectation level to motivate the
foreign patients. To increase the expectation level and overall satisfaction of the
medical service, medical institution needs to apply the marketing strategy related
to a reliability among service quality’s detail factors, and the marketing strategy
which can increase the experience level of the medical service. Also, since there is
a difference between the group exposed to word-of-mouth and the group not
exposed to word-of-mouth, medical institution should apply a viral marketing at
the same time.

This research tries to analyze the expectation level and experience level of
the foreign patients who visit Korea for the purpose of the medical tour and
provides a basic data for the marketing strategy which can apply satisfaction
strategy differentiated from other countries by examining the effect of expectation
and experience level on satisfaction of the medical service.

However, this research fails to analyze each country because it does not
consider foreign patient’s circumstance of each country (cultural factor, health care
plan, etc). The research also has its limit for a generalization of every foreign
patients because it only surveyed foreign patients in one city.

A later research will need a research method which considers the
circumstance of each country (cultural factor, health care plan, etc) and a sapling

which can be used for the generalization.

Keywords: Medical tourism, foreign patients, expectation, experience, SERVQUAR,
satisfaction.
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