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 iMenentukan iKlasifikasi idan iPeringkat iPemilihan iKedudukan iPerkhidmatan iPelancongan iPerubatan idan iKepuasan iPesakit idi iMalaysia i 

ABSTRAK 

 Kajian iini idijalankan iuntuk imenentukan ifaktor-faktor iyang imenyebabkan 

ikepuasan ipesakit idalam iperkhidmatan ipelancongan iperubatan. iLokasi ipensampelan 

iyang iterlibat iialah ipelancongan iperubatan idomestik idan irentas isempadan idi inegeri iPulau 

iPinang, iKuala iLumpur iand iSelangor idan isasarannya isebanyak i92 isampel itelah idipilih 

iuntuk imelibatkan idiri idalam ikajian iini. iProses iHierarki iAnalisis iFuzzy i(FAHP) 

imerupakan isalah isatu ikaedah ipenambahbaikan ikualiti ipelancongan iperubatan iyang 

itertinggi. iWalau ibagaimanapun, iterdapat ihad iuntuk iFAHP imengenal ipasti ikepuasan 

ipesakit. iModel iKano imenyediakan icara iuntuk ilebih imemahami ikepuasan ipesakit 

imelalui ikategori iAtribut iKualiti iKano. iOleh iitu, ipendekatan iintegrasi iantara iModel 

iKano idan iFAHP idicadangkan idalam ikajian iini. iPertama, ikajian iini imengenal ipasti 

ifaktor-faktor iyang imenyebabkan ikeperluan ikepuasan ipesakit idalam iperkhidmatan 

ipelancongan iperubatan. iSeterusnya, ikajian iitu imengukur ikepuasan ipesakit 

imenggunakan iKano idan idiklasifikasikan ike idalam iEnam iKumpulan: iMust-be; 

iAttractive; iOne-Dimensional; iIndifferent; iReverse; iand iQuestionable. iAkhir isekali, 

ikajian iini imenentukan ifaktor-faktor iyang imenyebabkan ikeperluan ikepuasan ipesakit 

idalam imerangka ikepentingan imereka idengan imenggunakan iFuzzy iAHP iuntuk 

imengutamakan ikeperluan ikepuasan ipesakit iyang ipaling ipenting iberdasarkan ipendapat 

iahli. iAHP ikonvensional idisatukan idengan iteori iset ifuzzy iuntuk imenangkap 

iketidakpastian idan ikekaburan ipesakit isemasa imembuat ikesimpulan. iHasil imenunjukkan 

ibahawa iatribut ione-dimensional imemperoleh iberat iterbesar idiikuti idengan iatribut 

iattractive idi imana i"kos iperkhidmatan iperubatan", i"ketelusan ikos" idan i"penghantaran 

icepat" iadalah iatribut ipertama, ikedua idan iketiga idengan iberat imasing-masing i0.159, 

i0.134 idan i0.124. iPenemuan ikajian iini idapat imemberi imanfaat ikepada ipencetus iyang 

imembuat ikeputusan idalam iperubatan iuntuk imerancang idan imeningkatkan ipelancongan 

iperubatan idan ijuga ikepuasan ipesakit idalam iperkhidmatan ipelancongan iperubatan 

iberdasarkan ikeperluan imereka iyang ipaling iutama. i 

 

Kata ikunci: iperkhidmatan ipelancongan iperubatan, ikepuasan ipesakit, iModel iKano, 

iProses iHierarki iAnalisis iFuzzy i(FAHP) i 
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A iClassifying iand iRanking iSelection iof iMedical iTourism iServices iand iPatients’ iSatisfaction iin iMalaysia 

ABSTRACT 

The istudy iis iconducted iin iorder ito idetermine ithe ideterminant ifactors iof ipatients‟ 

isatisfaction iin imedical itourism iservices. iThe isampling ilocation iwas idomestic iand icross-

border imedical itourism iin iPulau iPinang, iKuala iLumpur iand iSelangor istate iand i92 itarget 

isamples iwere iselected ito iinvolve iin ithis istudy. iFuzzy iAnalytic iHierarchy iProcess 

i(FAHP) iwas ione iof ithe iquality iimprovement imethods ifor ihigh imedical itourism. 

iHowever, ithere iis ia ilimitation ifor iFAHP ito iidentify ithe ipatients‟ isatisfaction. iThe iKano 

iModel iprovided ia iway ito ibetter iunderstand iof ipatients‟ isatisfaction ithrough ithe iKano 

iQuality iAttribute icategories. iThus, ithe iintegration iapproach iof iKano iModel iand iFAHP 

iis iproposed iin ithis istudy. iThe istudy iis iidentifying ithe ideterminant ifactors iof ipatients‟ 

isatisfaction irequirements iin imedical itourism iservices iwas ifirst iobtained. iNext, ithe istudy 

iis imeasured ipatients‟ isatisfaction iusing iKano iand iclassified ithem iinto iSix iGroups: iMust-

be; iAttractive; iOne-Dimensional; iIndifferent; iReverse; iand iQuestionable. iFinally, ithe 

istudy iis iranked ithe ideterminant ifactors iof ipatients‟ isatisfaction irequirements iin iorder iof 

iimportance iusing iFuzzy iAHP ito iprioritize ithe imost iimportant ipatients‟ isatisfaction 

irequirement ibased ion iexpert iopinions. iConventional iAHP iis iintegrated iwith ifuzzy iset 

itheory ito icapture ithe iuncertainty iand iambiguity iof ipatients iwhile iconcluding ijudgments. 

iResults iindicate ithat ione-dimensional iattributes igain ithe ilargest iweights ifollowed iby 

iattractive iattributes iwhere i“medical iservice icost”, i“transparency iof icost” iand i“fast 

idelivery” iare ithe ifirst, isecond iand ithird iattributes iwith iweights iof i0.159, i0.134 iand 

i0.124, irespectively. iThe ifindings ifrom ithe istudy iable ito ibenefits ithe imedical idecision 

imaker ito idesign iand iimprove ithe imedical itourism ito ienhance ipatients‟ isatisfaction iin ithe 

imedical itourism iservices ibased ion ithe imost iimportant ipatients‟ isatisfaction irequirement. 

 

Keywords: imedical itourism iservices, ipatients‟ isatisfaction, iKano imodel, iFuzzy ianalytic 

ihierarchy iprocess 
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CHAPTER 1 : INTRODUCTION 

1.1 Overview i 

The iresearch ipurposely idesigned ito iinvestigate ithe iclassifying iand irankings ithe 

ieffect iof ithe ideterminants ifactors iof ipatients‟ isatisfaction iin imedical itourism iservices. 

iThe ipurpose iof ithe istudy iis ito idetermine ithe iclassifying iand irankings ithe iimpact iof ithe 

ideterminants ifactors iof ipatients‟ isatisfaction iin ithe imedical itourism iservices. i 

It iis isignificant ifor imedical itourism iservices ito iinvestigate ithe ideterminants 

ifactors iof ipatients‟ isatisfaction iin iorder ito ifind iout ithe iimportant ifactors ithat iable ito ithe 

iclassifying iand irankings ithe iaffects imedical itourism iservices iof ipatients‟ isatisfaction. 

iThe ifindings ifrom ithis istudy iwill iable ito ipurpose ithe imedical isector ithe ideterminant 

ifactors iof ipatients‟ isatisfaction ithat ineed ito iconsider iin ithe istrategy iformulation iprocess 

iin iorder ito iimprove imedical itourism iservices iwhile iin ithe isame itime imeeting ithe 

icustomer iexpectation. i i 

Kano imodel iis iintegrated iwith ithe iFuzzy iAnalytic iHierarchy iProcess i(FAHP) iin 

ithis istudy iin iorder ito ibetter iunderstanding ithe ideterminant ifactors iof ipatients‟ 

isatisfaction ito iclassifying iby iusing iKano imodel iand ithen irankings ithese ifactors iby iusing 

iFuzzy iAnalytic iHierarchy iProcess i(FAHP) ifor ibetter iimprovement istrategies iselection 

ito ienhance imedical itourism iservices. iThe inew iapproach iable ito irank ithe ideterminant 

ifactors iof ipatients‟ isatisfaction iin imedical itourism iservices imore iefficiently iand ithe 

iresult iable ito ibenefits imedical itourism isectors iin iorder ito imore iunderstanding ithe 

ielements iof isatisfaction iand iconcerns ion ithese ifactors iwhile idevelop ithe imedical itourism 

isectors istrategy ito icompete iwith iother imedical itourism iindustry. 
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1.2 Background iof ithe iStudy 

The itourism iindustry ihas iexperienced icontinuous igrowth isince ithe i1950s iand iis 

ione iof ithe ifastest igrowing ieconomic isectors iin ithe iworld, iwith ian iannual igrowth irate 

iranging ifrom i3% ito i7% i(Cohen i& iCohen, i2015b), inotwithstanding iterrorists iattacks iin 

itourist iareas iand ihealth iand ialso isafety iissues iconcerning inatural idisasters i(United 

iNations iWorld iTourism iOrganisation, i2013). iTourism iindustry iactivities ihave 

isignificantly icontributed itowards istrengthening ithe ieconomy iof ivarious inations, 

iincluding ideveloping icountries. iNot ionly ithat, ithe itourism iindustry iplays ia ivital irole iin 

ithe iglobal ieconomy iby isupplying ia ivariety iof iamenities iand iservices. 

In iMalaysia, itourism iis ithe isecond ilargest iforeign iexchange igenerator iafter ithe 

imanufacturing isector, iaccounting ifor i5.7% iof idirect iand i14.9% iof iindirect icontribution 

ito ithe iGross iDomestic iProduct i(GDP) iin i2014, iand ithis iis iexpected ito igrow iby i4.5% iper 

iannum ito iMalaysia iRinggit i(MYR) i262.2 ibillion iby i2025 i(Hospitality iValuation 

iServices, i2015). iMalaysia ihas iproven iits iability iin ithe itourism isector iby ibeing ilisted 

iamong ithe itop i10 itourism idestinations i(Malaysia iInvestment iDevelopment iAuthority, 

i2015). iFurthermore, iincome ifrom ithe itourism isector iwas iforecasted ito irise iby i4.0% iin 

i2013 iand iby i4.6% ipa ibetween i2013-2022, igenerating iMYR i90.7 ibillion iin i2022 i(World 

iTravel iand iTourism iCouncil, i2012). iThis iindicates ithat itourism iindustry iis ione iof ithe 

ipromising isectors ithat iwill iaccelerate ithe idevelopment iof iMalaysia i(Islam i& iKarim, 

i2011). i 

However iin i2018, itourism iis ithe ithird ibiggest icontributor ito iMalaysia‟s iGDP, 

iafter imanufacturing iand icommodities i(Hirschmann, i2020). iIn i2018, ithis isector 

icontributed iaround i5.9% ito ithe itotal iGDP. iIn irecent iyears, ithe itourism iindustry iin 

iSoutheast iAsia ihad iexperienced isignificant igrowth, iand iMalaysia iwas ikeen ito icapitalize 

ion ithis itrend. iThe i“Visit iTruly iAsia iMalaysia i2020” icampaign iwas ilaunched iin ithe 
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