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Executive Summary

This study comprises of identifying the factors of medical tourism that influences the
most customers’ satisfaction towards KPJ Healthcare and also to determine the
relationship between medical tourism factors and customers’ satisfaction on medical
tourism in KPJ Healthcare. A questionnaire was distributed to 100 respondents from

various countries through offline and online interaction.

Data collected from the questionnaires had been analysed through frequency distribution
test, descriptive analysis, reliability test, correlation statistics, and coefficient of linear
regression. In general, the result from the finding shows that all the independent
variables had a positive relationship with dependent variable except for the cost and
availability of the treatment variable. However, the cost and availability of treatment
variable shows a significant relationship, same goes with the hospital and staff variable

and the combination of tourism and health services variable.

Moreover, country flexibility variable result indicates there is no significant relationship
with customers’ satisfaction on medical tourism in KPJ Healthcare although beta value
shows positive relationship. This study was needed by KPJ Healthcare to improve their

business operation as well as to expend their market share.



Chapter 1: Introduction

1.1 Company Profile.

KPJ

HEALTHCARE

KPJ Healthcare Sdn Bhd (Kumpulan Perubatan Johor) is one of Malaysian
healthcare leading company which also provide medical tourism service in their
business activities. Operated since 1981 in Johor, KPJ achieves to be the first
healthcare company which had been listed on the Main Board of Bursa Malaysia in
November 1994. Since the development of KPJ Healthcare in more than 30 years,

it gives them the expertise to become a leading company in the healthcare industry.

The primary activities of the business are the operation of specialist hospitals,
comprising of the private hospitals, pathology and laboratory services,
pharmaceutical, medical and consumer healthcare products. KPJ Healthcare
operates in over 29 hospitals includes 25 hospitals in Malaysia, two in Indonesia,
and one each in Thailand and Bangladesh. Besides, KPJ Healthcare also provides
retirement village and aged care facilities in Australia. Whereas, medical tourism

mostly will be conducted in Malaysia as KPJ Healthcare are based in Malaysia.



