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ABSTRACT
Objective: This systematic review aimed to investigate and understand the
relationship between service quality, cultural equality to satisfaction and loyalty

lental tourism.

ﬁm‘s: This research was conducted with a systematic review method using
Preferred Reporting Items for Systematic Reviews and Meta-Analyzes (PRISMA)
as a guide in the review methodology. The electronic search engines used are
PubMed, Science Direct and Research Gate from 2016 to 2020.

Results: 35 research articles were included in the inclusion criteria. The reviews
identified that relationship of service quality, cultural equality on satisfaction
and loyalty of dental tourism, has a related impact. Good quality service will
produce patient loyalty, patients who receive a good quality of service tend to
be loyal to the clinic and the health care workers in the clinic.

Conclusion: Quality of service with loyalty through satisfaction when patients
have a high perception of service quality, will produce high loyalty. Satisfied
patients will positively affect the loyaky itself. Quality of service greatly affects
overall satisfaction and loyalty, satisfied patients are caused by the good guality
of service they have received, so that it gives an impact to patients by increasing
their loyalty to the health clinic and health workers in the dinic.

INTRODUCTION

Tourism is defined as the activity of traveling and having
fun or increasing knowledge and others. Meanwhile,
tourism is everything related to recreation and travel
outside the country. Nowadays many tourists have taken
tours not only to travel but to travel to get better medical
care at affordable prices. Medical tourism is a
phenomenon where tourists seek medical care by
traveling abroad to seek medical care for better health.
Today there are many citizens from developed countries
who travel to developing countries to get high quality
medical care but at low prices. Tourists seeking medical
and dental care also sometimes include recreational
activities. Tourism is not only related to recreation or
tourism, but there are several other reasons that tourists
do outside tourism. Traveling to a certain area is usually
called tourism, but nowadays tourists who travel abroad
are not just for fun, but to seek better health care at
affordable prices in a different region or country from
where they live, tourists who stay at least one day or
more than one day need to improve and recover
associated medical interventions. Medical tourism also
does not only market existing medical tourism activities,
but rather directs medical tourists to return for medical
treatment in the same country and sell medicines as a
product of tourism and services. Among health tourism,
dental health tourism is the most popular tourism.*? 345
In recent years, many Europeans and Americans have
preferred dental tourism because of the savings related
to the low costs in dental care such as root canal
treatment, veneers, fillings, crowns, dental bridges, dental
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implants, orthodontic treatments, etc. A study in Romania
found that Romania as a popular destination for
providing dental care and affordable prices by using
sophisticated technology and materials. It was also found
that the quality of dentists and the technology and also
materials and tools used were have a highest quality in
Hula'y with the same quality as Europe. In Indonesia,
the level of patient satisfaction based on the quality of
services provided by 13.87%, shows the quality of clinical
services in Indonesia is good and exceeds patient

expectations and produce satisfaction in terms of
service.! 287

Literature Review

Quality of health services

Quality is a measure of how much a service is rendered.
Improved quality, an action taken to achieve more
advanced excellence in the future in an industry,
increasing reputation in health organizations. Quality can
be related to the quality of conformity, quality
requirements and the type of quality. Dermatologists
meet the requirements of the conformity quality
standards when they are licensed to practice.

The requirements for quality fulfillment are seen from
the fulfillment that has been made. A quality type
represents a superior product type that exceeds the level
of customer expectations and satisfaction by setting new
products to standard products.'' **** Quality of service is
the level of health care provided to individuals or
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communities to promote better health and develop in the
future. The quality of health services and affordable costs
are the considerations for tourists to travel abroad in
obtaining health. Competent doctors also influence
tourists in choosing countries to become health
destinations.'#.13

Culture is a process in which the views or lifestyle of a
person or group associated with a belief, behavior, values,
norms, manners and symbols they receive unconsciously
are passed on from the previous generation to the next
generation. The cultural similarity makes some tourists
consider this in choosing the country to visit as a place for
medical tourism. Some tourists are more motivated to
take a medical tour by paying attention to language,
culture, religion and halal food that is easily available to
be a factor taken by tourists to visit the country.* ¥

Satisfaction is one of the most widely seen things because
satisfaction is a measure of the success of a performance
or quality given to a person or group. Satisfaction is an
important consideration in health serviceaso that
satisfaction becomes a matter of consideration in order to
increase the et}mwy of the health service system in the
future. Patients who are satisfied with the health services
provided will give a positive response continuously and
tourists are happy to return to treatment in the country
and can recommend other tourists to visit the country in
terms of medical tourism because of the satisfaction
&ained from health services previous.”*

yrate
Lovai,

Loyalty is a firmly held commitment to return or buy an
item back or use the product or service on an ongoing
basis. Loyalty is the experience of a visited tour, allowing
suppliers to perform optimally in order to create a good
experience for tourists. In general, satisfied tourists are
considered loyal, and loyalty is seen as something that
can affect satisfaction. Loyalty from tourists usually
shows good things, they will usually recommend good
experiences they have had to their relatives or family.
Patient satisfaction as service recipients is at the core of
the health service-based maﬁing process. 817

Satisfaction as a mediator between service quality and
patient loyalty.

There is research that states that there is a strong
relationship between service quality and customer
teisfaction. Research in the UAE reveals that the
perceived quality of health care has a positive effect on
patient  satisfaction, which  conducts  research
internationally. Patients wla received treatment at a
private hospital in Penang, Malaysia concluded that all
dimensions of service quality had a positive relationship
th patient satisfaction. As according to other studies,
overall perceived service quality has a positive

202122

relationship with patient satisfaction. *#*<*

MATERIAL AND METHOD

This research s conducted with a systematic review
method using Preferred Reporting Items for Systematic
Reviews and Meta-Analyzes (PRISMA) as a guide in the
review methodology. According to Liberati et al, PRISMA

9
[
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is a series of evidence-based items that aim to help
reviewers improve reporting systematic reviews and
meta-analyzes. The main PRISMA tool contains a list and
a four-phase flow chart that outlines all aspects of a
systematic review performance.’*

In this study also used PICO (population, intervention,
comparison and outcome). PICO in this research can be
seen at each stage on the part of the research method that
perform, starting from the determination of keywords to
the stages on the PRISMA flow diagram (Figure 1). ***

,
Determination of keywords using the Medical
Subject Headings (MeS}mawser, after checking
the keywords using the Medical Subject Headings
(MeSH) Browser, the following are five keywords
were applied to the database:

1. "Quality service™

2. "Dental tourism”

3. "Loyalty patient”

4. "Patient satisfaction”
5. "Similarity culture”

The databases used to apply the search strategy
are PubMed, Science Direct and Research Gate,
were published from early 1981 to the latest data
in 2020, the selection of the three databases
because of the ease to accessing various desired
articles to can be quickly obtained, and more
commonly used in health-based journal
search 3"

Eligibility criteria
A. Inclusion criteria.

1. Articles in English.

2. Articles with full text.

3. Articles directly relate to discussions on
service  quality, cultural  equality,
satisfaction and loyalty in dental tourism.

4. Articles in the past 5 years.

B. Exclusion criteria.
1. Articles cannot be accessed for free.
Articles from magazines.
Articles from the conference.
Poster.
Data.
Technical report
Articles from chapters on books.

N s

Data collection

Data collection in this review uses data obtained
from published articles that are sought in the
article database which are then reviewed in
accordance with the research criteria established
by the researcher.

RESULTS

Literature search was performed on all three databases
online; PubMed, Science Direct and Research Gate using
five key words of service quality, dental tourism, patient
loyalty, patient satisfaction and similarity culture which
resulted in 940 articles in the initial search. Literature
search is summarized in the PRISMA flow diagram
(Figure 1). There are 940 articles found as initial samples,
articles that have been found before will be further
identified to ensure completeness of the article.
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Identification of the article was carried out, when
identification obtained 2 similar articles, obtained
simultaneously in the search engine journal PubMed and
Research Gate, then the search results after the
duplication ined were 938 articles.

The overall results of the extracted articles can be seen in
Table 1. All articles included in this study were published
from 2016 to 2020. The original research studies were (n
=33) and reviews study (n = 2). Most articles report that
rese. has been conducted in several countries, namely
Iran (n = 5), Indonesia (n = 3), Malaysia (n = 3), India (n =
2), Turkey (n = 3), Korea (n = 3) = 3), Taiwan (n = 2),
Germany (n = 2) and France, the United States, Arabic,
Canada, Romania, California, Thailand, Hong Kong,
Poland, New Zealand, and Albania (n = 1). Five articles
were written in 2016, eight articles were written in 2017
and 2019, thirteen articles were written in 2018 and one
article in 2020. A total of 20 studies used a cross sectional
research design, seven studies used a systematic review
with the PRISMA method, three studies used descriptive
studies, two studies used qualitative studies, two studies
were reviews and one research with research models
using structural equations. Most articles involved medical
tourists as a sample in their research, 307112294143 58

DISCUSSION

Quality of health services

Quality of service is the analysis expected of
customer service and the services offered.
Satisfied and loyal customers can be created with
the help of enhanced services, as found in a study
by Cohen, Prayag and Moital. Other studies show
related results in 10 research articles conducted
by Chang, Shandu, Fatemeh, Onesimo, Busra,
Adrian, Matthew, Jennifer, Maryam and Kuldeep.
Ten articles are interconnected because almost all
the results found mhe researchers have the
same opinion about the quality of health services,
the quality of health services can be developed to
increase patient satisfaction and loyalty, there are
several example such as good facilities and
environment as well as prior consultation.
agreements with the doctor which also gives a
good impression on the quality of service for
patients, in addition to the sophisticated
technology and materials used can affect the
quality of health services received by patients.
Similar to research in Romania by Elena, Elena
found that Romania is a popular destination that
provides affordable quality dental care along with
sophisticated technology and materials and has
been found to have the highest quality dental
profession, the quality of technology, the quality
of materials and equipment used for dental health,
and the best quality also same as Europe.

According to research by Hsin, regarding the status in
cultural equality apparently affects the patient’'s own
safety, it can be related to the positive attitude that is
given, both by the patient and the health workers, the
culture here can be related to the pattern of behavior
shown, so it can be affect patient safety in a health clinic.

In another study by Mustaffa revealed the results of
research that were different from those conducted by Hsin,
research conducted by Mustaffa in Malaysia shown some
medical tourists were more comfortable and motivated to
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travel medical tourism that had a similar environment and
culture, such as similarities in language, culture, and
geographical proximity, but on the other hand it tums out
that cultural similarity is also the least important travel
motivation factor as felt by other dental tourists.

Satisfaction of health services

Studies that have related results to health service
satisfaction are found in 4 research articles conducted by
Ozgur, Raluca, Rasmidar and Elena. The research is
related, because in my opinion, the results of their
research related to the satisfaction of health services and
have an influence on patients, such as cost savings factors,
many medical tourists are satisfied with the proven cost
savings from the large number of medical tourists from
developed countries that visiting their developing
countries and they are very satisfied because received the
highest quality medical care at an affordable price.

Loyalty

Patient loyalty have a significant results, from five studies
by Shadi, Chih, Laura, Ozgun and Minseong showing
interrelated results, it was stated that patient loyalty can
occur based on good communication between patients and
medical service personnel, good communication such as
giving a friendly attitude to the patient then the patient
feels comfortable besides being the first medical service
officer, listening to the patient well, giving more attention
can increase patient satisfaction and it will affect patient
loyalty, there is a desire from patients to do treatment
again. Relationship of service quality, cultural equality
éth satisfaction and loyalty among dental tourists.

The relationship of service quality, cultural equality to
satisfaction and loyalty to dental tourists, has a
interrelated effects. Good service quality will create patient
loyalty, that means good service quality will increase
patient loyalty. Patients who receive good quality services
tend to be loyal to the clinic and health care workers in the
clinic.

Cultural similarities for some dental tourists, motivate
them to travel to seek medical care. Similarities in
language, culture, religion, halal food availability, and
locations visited have exotic and interesting environments
and places, make dental tourists want to do medical
tourism in combined with holidays.

al\i LUSION
The relationship baen service quality and satisfaction
shows that good service quality will increase p t
satisfaction, patient satisfaction is very important as a
measure of service quality because it provides information
about the success of providers in meet patient values
and expectations, means patients are the highest
rity.
The relationship between service quality and loyalty
shows that good service quality will create patient loyalty,
which means good service quality will increase patient
loyalty. Patients who receive good quality of services tend
to be loyal to the clinicand health workers in the clinic.
The relationship of satisfaction m loyalty shows that
good satisfaction can increase patient loyalty, patient
satisfaction will have a significant effect on patient loyalty

thereby creating patient loyalty to the choices they make
themselves.

The relationship of service quality with loyalty through
satisfaction when patients have a high perception of
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patients will positively affect the loyalty itself.
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