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The purpose of this study was to establish service
quality indicators and performance analysis of
medical tourism industry. In this study, through
literature, as well as depth interviews with
consumers, industry representatives, experts,
government to construct 5 medical tourism service
quality dimensions and 31 indicators. This study
collected consumer expectations and perception of
medical tourism industry, with Neural Network
Analysis and Mahalanobis Distance Analysis found the
key to the improvement of quality of service of
medical tourism industry. The priority of service
companies or hospitals should already have the
relevant licenses and certification, the patient ‘s
medical records should be appropriate
confidentiality, the service provider should be able
to understand customer needs, and travel agency
should have the medical aspects of the knowledge to
be able to provide customers with the right
information. Service providers should design the
standard service procedures according to customer
demand for. The results of this study can provide
medical tourism industry, government and academia to
promote decision-making reference.

Medical Tourism, Service Quality, Neural Network
Analysis, Mahalanobis Distance, Gap Analysis
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The purpose of this study was to establish service quality indicators and performance analysis
of medical tourism industry. In this study, through literature, as well as depth interviews with
consumers, industry representatives, experts, government to construct 5 medical tourism service
quality dimensions and 31 indicators. This study collected consumer expectations and perception of
medical tourism industry, with Neural Network Analysis and Mahalanobis Distance Analysis found
the key to the improvement of quality of service of medical tourism industry. The priority of service
companies or hospitals should already have the relevant licenses and certification, the patient's
medical records should be appropriate confidentiality, the service provider should be able to
understand customer needs, and travel agency should have the medical aspects of the knowledge to
be able to provide customers with the right information. Service providers should design the
standard service procedures according to customer demand for. The results of this study can provide
medical tourism industry, government and academia to promote decision-making reference.

Keywords: Medical Tourism, Service Quality, Neural Network Analysis, Mahalanobis
Distance, Gap Analysis
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15 6.15 5.75 1.07 0.12 0.04 12
16 6.24 5.87 1.28 0.06 0.02 19
17 6.17 5.83 0.88 0.03 0.01 28
18 6.21 5.85 1.31 0.12 0.05 6
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