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Satisfaction of Foreign Patients on Hospital Use
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Abstract

This study aimed at analyzing and understanding medical tourism patients’ pattern of different
countries. For this purpose it followed up the international patients who visited W hospitals for
spine treatment for last 3 years. In additon, it proposed key marketing strategies for attraction
of more patients in the future. Satisfaction survey for 91 foreigner hospitalized patients were
conducted from year 2010 to 2011. Each country of the patients showed slightly different
motivations of visiting, consumer pattern and satisfaction of medical and non medical services.

The current study analyzed factors, socio—demographic characteristics, purposes of visit,
duration of stay in Korea, total number of visits to Korea, companions, plan of care, reasons for
choice of W Hospital, expenses for medical care, total cost of staying in Korea. The results of
this study showed that patients visited Korea more frequently were more satisfied with the
medical care. Patients who planned to use medical care prior to visit Korea were more satisfied.
Patients who thought he/she paid reasonable medical cost were more satisfied.

Invitation to familiarization tour, clarification of medical cost, and provision of high quality
medical care were recommended for the higher satisfaction of foreign patients. Fostering of
specialized hospitals were recommended.
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Table 1. Classification of medical tourism

—Traveling abroad for the use of
=2 medical care

(Outbound) —Establishing or managing health care

facilities abroad
Bt | —Incoming of foreign patients to a
(Inbound) country for the use of medical care
ErX|S —Traveling other region in the same
(Intrabound) country for the use of medical care

Source: Deloitte, 2008
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Table 2. Variables of Foreign Patient
Variables Measurement
Satisfaction on Reliability of the information on medical Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent
medical care service
Accessibility to hospitals Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent
Convenience to receive medical care Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent
Communication and language problems Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent
Quality of medical care Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent
Reliability of your doctors Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent
Medical facilities Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent
Kindness of the staff Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent
Cultural differences in the medical system  Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent
Treatment with local patients in the same  Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent
place
Timely treatment Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent
Proper costs Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent
The level of service with coordinator Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent
The level of satisfaption with medical Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent
service
Service quality of tour guides and agencies  Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent
The level of satisfaction with tourism Failing 2. Poor 3. Acceptable 4. Very good 5. Excellent

service
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General Nationality 1. Japan, 2. Russia, 3. Others
Characteristics Sex 0. Male, 1. Female
Age 1. <40, 2. 40~49,
3. 50~59, 4. =60
Education level 1. <High School, 2. Graduated College,
3. =Graduate School
Factors of Purpose of visit 0. Medical Care, 1 Medical Care+Tour
Visit

Duration of stay in Korea

Number of visits to Korea
Had companions

Tour of companion

Plan of medical care use before tour

Reason chosen W Hospital

1. 1~3days, 2. 4~6days,
3. 7~9days, 4. =10days

. 0 times, 2. Once. 3. =Twice

o -

. Alone, 1. Family or friend

. Long term care or leave, 2. Visit friend or friend,
. Shopping, 4. Tour cultural properties,
. Other tour

. Planned before tour, 1. Use during tour

o 0w~

. Adequate medical expense, 2. High medical technology,
3. High awareness of specialty, 4. Strong recommendation
rom acquaintance,

—

5. High service quality, 6. Accessibility,
7. Objective data, 8. Other
Characteristics Medical insurance 0. Purchased, 1. Not purchased

of patient Cost of medical care 1. (US$ 10,000
2. US$ 10,000< <15,000
3. US$ 15,000< <20,000
4. )US$ 20,000

Total cost in Korea 1. {US$ 10,000

2. US$ 10,000< <5,000
3 )US$ 5,000
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Table 3. Socioeconomic characteristics of foreign patients

Variables n %

Japan 44 48.4

Nationality Russia 28 30.8
Othes 19 20.9

Total 91 100.0

Male 65 72.2

Sex Female 25 27.8
Total 90 100.0

<40 28 30.8

40~49 22 24,2

Age 50~59 21 23.1
=60 20 22.0
Total 91 100.0

High school or lower 11 13.1

) College 59 70.2

Education level _

Graduate school or higher 14 16.7
Total 84 100.0

(US$10,000 15 19.7

US$10,000< <(<US$30,000 11 14.5

US$30,000< <US$50,000 11 14.5

A”?ﬁi(‘);‘frage US$50,000<  (US$70,000 12 15.8
US$70,000< (US$90,000 6 7.9

>US$90,000 21 27.6
Total 76 100.0

Table 4. Characteristics on use of medical care of foreign patients

Variables n %

Primarily medical care 71 82.6

Major purpose of visit Medical care and tour 15 17.4
Total 86 100.0

1~3days 12 13.2

4~6days 36 39.6

Duration of stay in Korea 7~9days 18 19.8
>10days 25 275

Total 91 100.0

0 25 27.5

. 1 49 53.8

Number of visits to Korea 2 or more 17 18.7
Total 91 100.0

Alone 38 43.7

Had companions Family or friend 49 56.3

Total 87 100.0
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Planned before visit 68 84.0
Plan of medical care use Accidental use during visit 13 16.0
Total 81 100.0
Reasonable expense for medical 9 4.0
care
Quality of medical care 69 30.7
Awareness on specialty 48 21.3
Reasons chosen W Hospital Strong recommendation from 15 6.7
acquaintance .
High quality of service 40 17.8
Accessibility 18 8.0
Objective data 26 11.6
Total 225 100.0
{US$10,000 14 18.7
Cost 1 dical i US$10,000<  (US$15,000 23 30.7
ost for medical care of the US$15,000<  (US$20,000 17 22.7
current visit
>US$20,000 21 28.0
Total 75 100.0
{US$1,000 16 23.5
Total cost of staying in Korea US$1,000= (US$5,000 29 42.6
ving >US$5,000 23 3358
Total 68 100.0
2. 3= Aok S & 7= o Au| 2 o] 8 whInel] o) g
OzzAA ore stolsly] 98 garesy dd Zko] 7k AATHP>0.05). o3 Foll ZAR| 25 U
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Table. 5 Regression Analysis on Satisfaction of Medical Care service

Variables(reference) B SE Standardized B VIF
Constance 71.095 6.885
Nationality(Ref:Japan)
Russia -1.043 2.666 -0.078 5.217
Others -1.950 4,762 -0.102 8.284
Female(Ref:Male) —-2.288 2.430 -0.149 3.338
Age -4209 ” 0.837 -0.710 2.650
Education level -4974 " 1.685 -0.419 2.683
Average yearly income 0.115 0.554 0.033 3.333
Purpose of visit_tour(Ref:Medical Care) -3.649 5223 -0.169 7.760
Duration of stay in Korea for this visit -4.764 " 1.639 -0.584 5.367
Total number of visits to Korea 6.344 2.012 0.592 4.677
Had companions(Ref:Alone) 5.425 3.203 0.417 8.069
Accidental LLJ;Z c())ff Tni?jliizll izrrz()Ref.Planned 8.083 3.963 0.465 6.895
Reasons for choice of W Hospital (Ref:High
medical technology)
Reasonable expense for medical care 10.800 4.962 0.416 4.842
High awareness on specialty -3.107 1.911 -0.235 2.770
Strong recommendation from acquaintance -12.919 " 3.453 -0.743 5.234
High service quality 0.960 1.974 0.071 2.859
Accessibility -3.382 2.042 -0.209 2.110
Objective data 0.120 1.357 0.009 1.398
Expense for medical care of the current visit 3283 1.393 0.577 7.966
Total cost of staying in Korea 1.186 1.130 0.125 1.885
R=0.925, F=6.466, p=0.002

* P€0.05, ** PX0.01, *** P{0.001
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