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HEALTH CHECK
JOURNEY VISION

HOW TO READ THIS MAP

JOLRMELSTAGE

I need ta be encouraged and reassured in
receiving medical services in Japan

CUSTOMER
NEEDS
[

N=—X
LRI BITH3—
BiRpiz=——X

TIRBD

2—7 b8 (BME) DAR—1)—
EMEORANSR-BEML

L e e P ) T e e
trends, and qualitative customer research and testing.
Customer interviews and concept testing acrass China,
Indonesia and Vietnam unearthed understanding of needs,
behaviours and challenges experienced by custormers and how
they would ideally ke to experience a comprehensive health
checkup as part of a medical tourism vacation.

The experiences here represent the Quality Care Aspirant,
Relaxation Seeker and Fraquent Fiyer target segments as they
have the high potential for uptake.

This map is intended to be sed as a too! for understanding
the desired medical tourism journey for target customers and
to assist in guiding decision making for regions in how they
may wantto innauate and implemant medical tourism in their
ragien

CUSTOMER EXPERIENCE PRINCIPLES

The eustomer experience principles encapsulates the oversll
vision for the design and delivery of the tustomer experience.

»

Ineed information to be able to easily make
an informed dedision about my medical tour
package

I need to be informed about the process so |
can feel prepared for my comprehensive
health check

an (IOy—=——1)ZEm,

ST T T TR

Ineed an easy and smooth transit ta my I
hetel on arrival in Japan he

CUSTOMER
NARRATIVES

ARCHETYPES

J 1 really excited to be going to Japan for a week
Iang holiday with my husband after 2 years. ft will be
1. Qualty Care my first e visiting autside of Tokyo and Fukuoka
Aspiran
pirant V1 going to receive a comprehensive health check
Hesthi my Nat it experience the beautiful nature vith
my partner! My friend recommended a tour agency

who provides a translator for language suppart on
site. IV pretty amazing.

s 2 Relaxation

FIFIZTDOVNT, A DR
PN

FEDRA

reflect the core needs and aspirations of customers to provide
guidance for delivering positive autcomes, high satisfaction
and high confidence in Japanese medical taurism.

Each principle should be embedded and reflected in all stages
of the experience.

o
ey

et by, mins artspi

e dei e and bl servies experiences

e i

FREICERSNDEMP DIKER
DRAVE B BB TEL, BHAM)

J The tour agency website alows me to search by
haspitals, dacters, and speciates 2longside my
tourism interests. Im grateful all the informations

in my language. 1 found a hospital near Mt
Thy lck resigious and howe s evisws. They
alsa have good hot springs and great nature!

Iselected a 2 day comprehensive health check The
price was very reasonable. This included a
complementary 1 hour tele

nsultation with a

doctor. She gave me some recommendatians an

custamizatian the health chaek based on my awn

Iwant to
the advanced technologies available n Japan. With
my chranic disease, my health takes priority.

Hlearned | have high cholesterol in my last
‘appointment. I'v been trying to gat it under
~this will be a grest opportunity for me to learn
more abaut my health,

Vay! I'm making my second tr

Japan this yea
with my family. This time 'm visiting i o ryside
AND Tokyo - my favorite city!

@ 3. Frequent Flyer

Im alsa going to geta eomprehensive health

while I'm there as we have some serious diseases in
my family history.

o e recommancd s tour ageny
specialises in medical tours. Whil read; r;,s'nhav
weite b etk e ht 1 o iy

attach it to the rest of the trip I'm self organising and

. | ake her advice and
i rvied VIR <olon carmara, and PET

The website from the agency allows me to search by
location, hospital, dactors, and specialities. | found
one near Mt Fuj, which | have been longing 1o visit

It also tells me all the differant serviees on offer. |
an build my own comprehensive health check
package., with any add-ons | like and it even tells me
howemuch it wil cost!

Fealected a standars

This included a ¢
consultation with a doctor. She gave me some

they will provide e support
on sitel So gaad!

KEY PRINCIPLES

» ee

onadditional services | might
want to add based on my own and my family
medical history. | take her advice and have added a
cancer check,

J A few days ater | raceive 2 baoklet with 3l the
instructions to prepare for my checkup. | will nesd
tafast - but it all seems straight forvard and easy.

In addition | need to prepare one document from
mylocal hospital and fast befors th
raceive 3 confirmation emall that | hav
before my trip.

I receive a confirmation email with al the necessary
instructions - it's al so easy!

o
ey

t0 Shinagawa station and we take al
© the hotel Everything went smoothly wh

ap)
We arrive at the hotel near the lake and | am ™
astounded with how beaurtful it is! Qur planis to. fed
spend 3 nights and & days here for the checkup, as an)
wel as some relaxation.

b
Because we need to fast before the health check the ol
hotel prapared us a Japanese tea tasting course and. th
itwas very interesting, ol

‘We finish aur day relaxing with a traditional onsen

experience and wore Yukata sfter th

Upon arrival in Japan, I receive a bullet train ticket at
the airport. | love taking trains injapan. It works
smaothly and dean

We arrive at the hotel near the lake, | love it herel! ™
My plan is to spend 2 nights and 3 days here for the  th
checkup, as well as some actvities

We eat an early dinner at a lacal diner to get ready
for the fasting, My family get seme
recommendatians from local peaple on what they
can while | receive the comprehensive health check.
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»
KEY FEATURES

analized travel planning

[ ——

Langusge support

Thoughttul service
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