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ABSTRACT

The term medical tourism has come to embrace all facets of consumers seeking treatment,
improvement or change through medical or wellness practices —provided they cross an
international border to do so. This study aims to highlight what strategies that should be
pursued by PSH in order to become market leader in medical tourism industry. There are
4 main factors which determine the success of medical tourism; cheaper cost, technology
advancement, hospital accreditation and staff competency. A set of questionnaires were
distributed among medical tourist seeking treatment at PSH to gauge feedback from the
patient pertaining to their experience and satisfaction level. An interview with marketing
executives of PSH was also conducted to help researcher to understand the medical
tourism activities more deeply. In a service industry, the most important aspect is the
service experience to the customers. To remain competitive and continue to be the
preferred choice, organizations must aim to create a compelling service experience, in

order to ensure customer’s satisfaction and continued loyalty.
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CHAPTER 1

INTRODUCTION

Global Medical Tourism.

Medical tourism occurs when consumers elect to travel across international
borders with the intention of receiving some form of medical treatment. This
treatment may span the full range of medical services, but most commonly

includes dental care, cosmetic surgery, elective surgery, and fertility treatment.

Consequently medical tourism is fast becoming a multibillion dollar industry.
The global medical tourism industry is growing at a rate of 20 to 30 percent

annually, and by 2012, is expected to reach US$ 100 billion.

Medical Tourism Malaysia

To ensure that Malaysia offers a high quality and safety standards, many of the
private hospitals have been accredited by the Malaysian Society for Quality in
Health (MSQH) Standards; Joint Commission International (JCI) Hospital
Accreditation Standards which is recognized by the International Society for

Quality in Health Care (ISQua).

While the domestic market remains the mainstay of KPJ’s business, the group
recognises the potential of the burgeoning medical tourism market and
continues to undertake measures to capture a bigger slice of this market while

building a pathway to sustainable growth.



