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Abstract: A significant number of studies have assessed the impact of medical tourism from economic,
technological and social perspectives. Few studies, however, have explored the development of the
medical tourism sector from a sustainability perspective. This research brings a sustainability lens to
medical tourism by extending Hart and Milstein’s framework (2003) for creating sustainable business
value to advance the development of sustainable medical tourism facilities. To inform the analysis,
the study conducted nine semi-structured interviews with members of the Jordan Medical Tourism
Network (JMTN). Interview results confirmed the primary factors that motivate medical tourists,
and characteristics of a sustainable medical tourism facility. The research provides insights on how
sustainability is a driver of medical tourists’ decisions and a core aspect to be managed. The study
also provides direction to advance sustainable medical tourism facilities in Jordan with replicability
in other jurisdictions. The research proposes a path for medical tourism facilities to play further roles
in their contribution to sustainable development by introducing a framework that aims to integrate
four business strategies for establishing sustainable value through the integration of stakeholders’
interests and environmental practices.

Keywords: sustainable tourism; sustainable value; medical tourism; medical facility; sustainable
development goals

1. Introduction

Practitioners and scholars have described medical tourism as ‘the future of health
services’, ‘the ultimate out-sourcing’, ‘a new era’, ‘an international business’, and a ‘new
phenomenon’ [1–4]. To understand the impact of this emerging industry, studies have
assessed the impact of medical tourism from economic, technological and social perspec-
tives [1–4]. Few studies, however, have explored the impact of medical tourism from
a sustainability perspective. To this end, this research applies a sustainability lens to
medical tourism by extending Hart and Milstein’s framework [5] for creating sustainable
business value to advance the development of sustainable medical tourism facilities. Re-
search objectives include: (1) identifying the primary factors that motivate medical tourists
to travel abroad for medical treatment; (2) extending Hart and Milstein’s framework to
advance sustainable medical tourism facilities.

Previous studies to identify the primary factors that motivate patients to travel abroad
seeking alternative medical treatments have focused on US and European citizens [6–8].
This study focuses on motivational factors of patients from Arab and international regions
to travel abroad for medical treatments and links these factors to the development of the
medical tourism sector in Jordan. The study then uses the Hart and Milstein’s framework as
a starting point to consider strategies for sustainable medical tourism facilities. The frame-
work integrates four sustainability strategies which are social responsibility (identifying the
link between current needs with future needs), stakeholders needs, new technology, and
pollution prevention [5]. By incorporating these strategies into business operations, a firm
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builds sustainable value, which is described by Hart and Milstein as value that provides
benefits to the triple bottom line (i.e., environmental, social, and economic benefits).

Extending Hart and Milstein’s framework in this study requires firstly to identify
the sustainable value of medical tourism. According to Hudson [9], the primary value of
a tourism product is the overall experience of the tourist. Since medical tourism is part
of the service industry, we argue that the value of medical tourism treatment/service is
the overall experience of the patient/medical tourist. Secondly, identifying the primary
actors that contribute to create the overall experience for the medical tourist is essential for
aligning the four strategies of the medical facility with the needs of stakeholders. Hudson
defines the main actors of the service marketing triangle as the company, the employee, and
the customer. Accordingly, the primary actors for developing the medical tourism treatment
are the medical facility, the physician, and the patient/medical tourist. Yet, this construct
does not consider the community or the environment. Thus, establishing sustainable value
for a medical tourism facility requires maintaining a strong relationship across the three
main actors for achieving competitive advantage through enhancing the experience of the
patient while integrating sustainability practices. Extending Hart and Milstein’s framework
to the medical tourism sector, using Jordan as a case example, provides a starting point for
advancing sustainable medical facilities that attract international patients, improves the
local quality-of-life, while also remaining within ecological limits.

The global medical tourism market generated over USD 44.8 US billion in 2019, and it
is expected to grow by 20% between the years of 2020–2027 [10]. According to the World
Bank Organization, Jordan generates over USD 1 billion by attracting 250,000 patients
from neighboring countries every year [11]. Additionally, Jordan has been ranked as the
number one medical tourism destination in the region and fifth worldwide by the World
Bank organization [12]. The wide expansion and development of the medical tourism
sector in Jordan are attributed to political stability, state-of-the-art hospitals, advanced
medical technology, and skilled physicians [12]. Using the Jordan medical tourism sector
as a case study provides an opportunity to identify other factors that motivate patients
to travel abroad for medical treatment, and to consider characteristics of a sustainable
medical facility from the perspective of practitioners. The article is organized as follows,
in Section 1, we present a literature review of medical tourism with an emphasis on the
primary factors that drive the globalization of medical tourism and the underlying compo-
nents of a sustainable medical facility. In Section 2, we present the research methodology.
In Section 3, we share results and, finally, in Section 4, we discuss our results, and integrate
current sustainable business thinking, to offer insights on building a sustainable medical
tourism facility. We conclude by proposing priority areas for future studies and a path
forward to build a sustainable medical tourism sector.

1.1. Medical Tourism Definition

There is no agreed upon definition of medical tourism [2,13]. Lee and Spisto [2] (p. 1)
have defined medical tourism in a simple context as “travel activity that involves a medical
procedure or activities that promote the wellbeing of the tourist.” Medical industry prac-
titioners have defined medical tourism as the act of travelling beyond a home country to
receive a healthcare treatment that is either less expensive or more accessible [6]. Addition-
ally, Bookman and Bookman’s study [8] (p. 2) defines medical tourism as “an economic
activity that entails trade in services and represents the splicing of at least two sectors:
medicine and tourism.” Jagyasi [14] (p. 1) defines it as a “set of activities in which a person
travels often long distances or across the border, to avail medical services with direct or
indirect engagement in leisure, business or other purposes”. In this study we adopt Kim
and colleagues’ definition [6] as it describes the main factors that motivate patients to travel
abroad seeking medical treatments, which has also forced medical facilities to incorporate
tourism activities to compete in the global market of medical tourism.
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1.2. The Globalization of Medical Tourism

The globalization of medical tourism is explained by Bookman and Bookman [8] as
a reality that is evolving gradually thanks to the rapid growth of international trading in
services such as tourism products. Smith and Forgione [15] divide the main drivers for the
globalization of the medical tourism into two main categories to explain the indicators that
have played a primary role in the decision-making process of international patients. The
first category is the external factors: economic condition, political climate, social behavior
and regulatory standards. These factors have a significant impact on selecting a medical
tourism destination. The second category is the internal factors: cost, accreditation, quality
of care and physician training. These factors have a direct impact on the decision of
international patients for selecting the medical facility. Both categories reflect on the
motivations of medical tourists traveling abroad seeking medical treatments. International
medical facilities have assigned these factors into their operational strategies for attracting
international patients and remaining competitive within the global market [2].

The globalization of the medical tourism market has led to the establishment of inter-
national organizations to regulate the flow of these goods and services across borders. For
example, the Joint Commission of Accreditation for Health Care Organizations (JCAHO)
was established to evaluate and accredit healthcare facilities and organizations in order
to improve safety and quality of healthcare and medical service [16]. Additionally, a part
of the JCAHO’s duties is to promote quality business practices by encouraging interna-
tional healthcare facilities to comply with a list of criteria that aims to achieve six goals for
safeguarding international patients: (1) identify patients correctly; (2) improve effective
communication; (3) improve the safety of high-alert medication; (4) ensure safe surgery;
(5) reduce the risk of healthcare; and (6) reduce the risk of patient harm resulting from falls.

Nonetheless, the main notion behind these criteria is to create prodigious and safe
experiences across the main actors of the medical tourism product which are medical
facilities, physicians and medical tourists. The relationship across the three main actors can
be described through the “service marketing triangle” [17]. The purpose of the triangle is to
illustrate three interconnecting groups that work together to develop, promote and deliver
services for the company, the customer, and the provider. Across the interconnecting
groups, a long-term relationship should be maintained and developed for providing safe
and advanced medical treatments [17].

The long-relationship across the three interconnecting groups should also move be-
yond the traditional boundaries of meeting the expectations of stakeholders to one that
promotes innovative ideas and implements sustainability practices for approaching a new
market niche [18]. For instance, the sustainability perception of international tourists
has forced hotels to promote sustainability practices such as energy consumption reduc-
tion, minimizing water contamination, and participating in community development
projects [19]. Melisson and colleagues [20] argue that to achieve sustainability two primary
elements should be taking into the account which are: needs and limitations. Needs refer
to the quality of life that people are aiming to achieve, and limitations refer to the environ-
mental capacity that is able to host these needs [20]. Therefore, a medical facility should
not only aim to provide advanced and safe medical treatments to medical tourists, but also
integrate sustainability practices while maintaining a long-term relationship across internal
and external stakeholders.

1.3. Creating Sustainable Value

Given a sustainable medical tourism facility’s mandate of establishing an innovation
strategy that includes mitigating poverty and environmental impacts, it is helpful to con-
sider Hart and Milstein’s [5] win-win approach for creating sustainable value for firms. The
term sustainable value can be defined as “strategies and practices that contribute to a more
sustainable world while simultaneously driving shareholder value” [5] (p. 2). The sustain-
able value framework was based on the sustainable development definition articulated by
the Brundtland Commission and the eight Millennium Development Goals (MDGs) [21].
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According to World Commission on Environment and Development report [22] (p. 43),
sustainable development can be defined as “development that meets the needs of the
present without compromising the ability of future generations to meet their own needs”.
Thus, medical facilities should focus on providing high quality medical treatments to
patients while respecting the limited capacity of environmental assets and contributing to
the local community.

Managing pollution prevention, particularly in a developing country, requires proac-
tive efforts from business [23,24]. Medical facilities have been recognized as substantial
sources for physical and chemical material waste and greenhouse gas emissions. A study
conducted by Practice Greenhealth Organization [25] found that every bed in the hospital
generates on average; 29 pounds of waste, 90% of this waste goes to the dump area putting
the life of local residents at risk in some developing countries [25]. In contrast, the medical
tourism market generates substantial revenue which has become one of the main pillars of
the global economy. A study by Grand View Research estimated that the global market
of medical tourism was valued at USD 44.8 billion in 2019 [10]. Therefore, maintaining
the growth of medical tourism while paying attention to the triple bottom line requires
a framework that fosters the integration of innovative technology and promoting collabo-
rative strategies for reducing environmental impacts and enhancing the quality-of-life of
the local residents.

In 2015, United Nations (UN) announced 17 Sustainable Development Goals (SDGs)
for eradicating poverty and achieving prosperity [26]. Kumar and colleagues argue that
the SDGS improve upon the Millennium Development Goals (MDGs) as they integrate the
important role that civil organizations can play to promote a collaborative strategy with
the private sector to achieve sustainability [27]. Engaging in a collaborative strategy can
bring significant benefits to businesses [28,29]. Hart and Milstein’s framework integrates
four types of strategic goals for the firm (short-term internal, short-term external, long-term
internal, and long-term external). The four strategies frame sustainable value through the
lens of stakeholder collaboration, the use of clean technologies, the prevention of pollution
and improvement of management systems, and community and market development.

The simplicity of Hart and Milstein’s framework has allowed researchers from various
hospitality and tourism backgrounds to evaluate the hospitality and tourism firms’ perfor-
mance with regard to the SDGs [21]. For instance, a study conducted by Perez-Pineda and
colleagues [30] applied the sustainable value framework by adopting a multi-stakeholder’s
approach for evaluating the sustainability performance of 16 hotels within the Dominican
Republic. Consequently, the findings of the study exposed vital evidence that hotels tend to
adopt a multi-stakeholder approach for providing mutual benefits such as innovation and
education; cost reduction by using renewable energy; and implementing environmental
protection initiatives [30]. The study suggests that future research should develop the sus-
tainable value framework by adopting an integrated approach that motivates collaboration
between stakeholders and policy for identifying the sustainable value from all perspec-
tives [30]. Therefore, this study aims to define the strategies and goals of the medical facility
while promoting innovation, reducing material waste and pollution and maintaining the
interrelationship among the three main actors that contributes to the overall experience of
the medical tourist (medical facility, physician and patient) in addition to the community.
To achieve this goal, this study adopts Hart and Milstein’s framework as a starting place
for identifying the primary characteristics for establishing a sustainable medical facility.

Fetschrien and Stephano [7] proposed a universal measurement tool named the Med-
ical Tourism Index (MTI) to assess the suitability of a country as a medical tourism des-
tination. The index combines four dimensions: country environment, tourism, medical
cost, medical facility and services. The index includes 34 indicators for measuring the
development of a medical tourism sector within a particular region. The index was derived
using data from US respondents. The MTI was constructed based on the pull and push
factors that motivate patients to travel abroad seeking alternative medical facilities. One of
the pull factors that motivate US medical tourists to seek alternative medical treatment is
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the medical facility. Furthermore, medical facilities are not merely providing advanced
medical technology, but also providing skilled physicians and staff, accreditation, afford-
able medical services and tourism activities. However, the study did not include indicators
related to the sustainability as part of the MTI. The World Trade Organization (WTO) has
urged countries, hotels, educational institution, etc., to include the SDGs as part of their
operational strategy for eradicating poverty and promoting prosperity [31]. Therefore,
medical facilities should adopt a framework for enhancing the overall experience of the
medical tourist by promoting innovation, implementing sustainable business practices and
providing benefits to the local community and natural environment.

2. Materials and Methods

In order to gain a complete and multidisciplinary understanding of the complexities
of a medical tourism facility within the context of sustainable development, this study
has employed a qualitative case study method. According to Stake [32], a case study
methodology is one of the most recommended methods by scholars because it reflects the
various experiences and perspectives about the issue or the phenomenon. Additionally,
a case study method can be used to examine an existing theory, framework or principles
and how it fits in reality. This adopted approach allowed the study to include the different
perspectives of stakeholders involved in a medical tourism network.

Table 1 shows the study’s participants with their organizations. Each interviewee
was selected for an interview based on their role in the Jordan Medical Tourism Network
(JMTN). There were 10 organizations involved in the steering committee of JMTN, and
all of these were invited to participate. Nine of the ten accepted the invitation. The private
medical facilities that participated in the study have received an international accreditation
by the Joint Commission International (JCI) as a safe facility for hosting international
patients, thus increasing the potential generalizability of the results.

Table 1. Study’s interviewees.

Interviewee # Type of Organization

Interviewee 1 Non-Governmental Organization

Interviewee 2 Non-Jordanian Organization

Interviewee 3 Governmental Organization

Interviewee 4 Private Medical Facility

Interviewee 5 Private Medical Facility

Interviewee 6 Private Medical Facility

Interviewee 7 Private Medical Facility

Interviewee 8 Private Medical Facility

Interviewee 9 Governmental Organization

Potential interviewees were sent an email requesting their participation. Upon receipt
of a positive response from a potential interviewee, a second email was sent to provide
more information regarding the study, request the consent of the interviewee (consent for:
participation, including their organization names in a list of participants, audio recording
of the interview, and use of anonymous quotations) and to confirm appropriate times to
complete the telephone interview. The interviewees reviewed and completed the consent
form before each interview was completed.

The data were collected through nine semi-structured, one-on-one interviews lasting
30–45 min in length. The authors created 23 questions (Appendix A). These questions were
then forwarded to the Office of Research Ethics at the researchers’ university for approval.
The names and titles of the interviewees were eliminated from the study as part of the
ethics procedures.
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The data analysis was conducted by implementing several steps [33]. The first step
was transcribing all the interviews, deductive coding the transcripts, and then inductive
coding the transcripts. The second step was creating a shorter list of all the codes under
the categories of factors, roles, drivers, environment considerations, recommendations,
and challenges. The third and forth steps involved merging and refining the relevant
codes to represent meaningful groups. Factors were grouped into two categories: factors
belonging to the medical tourism destination, and factors belonging to the medical tourism
facility [15]. Figure 1 provides the final categories and sub-categories that resulted from
coding the data.
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In terms of data validity and reliability, Daly argues that replicability is an essential
component of reliability [34]. Therefore, researchers engaged other researchers to analyze
and interpret a segment of data to see the extent to which both come to the same conclusions
about the data [34]. Additionally, the coding of the data was done by a group of researchers
to eliminate the effects of individual interpretations.

Jordan is used as case study given the county’s leading position as a destination for
medical tourism. According to the United States Agency for International Development
(USAID), in 2009, Jordan hosted over 250,000 foreign patients [35]. Table 2 provides further
details about the healthcare sector and the medical tourism performance in Jordan. To
maintain this growth, Jordan has established a medical tourism network (JMTN) to ensure
the medical tourism sector reflects the interest of various stakeholders such as medical
facilities, governmental/non-governmental institutions, and external medical institutions
to collaborate among each other to promote Jordan’s medical tourism sector as one sole
unit [36].
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Table 2. Jordan Healthcare Statistics.

Country Medical Tourism Performance [11] International Patients [11] The Ratio of Healthcare Workers
for Every 10,000 Jordanians [12]

Jordan

Worldwide Ranking Fifth place Palestinians 25,000 Nurses 44.8

Regional Ranking First place Iraqis 45,000 Physicians 28.6

International Patients 250,000 Sudanese 25,000 Pharmacists 17.8

Annual Revenue USD 1 billion UK Citizens 1200 Dentists 10.4

Number of Private
Medical Facilities 69 US Citizens 1800

Canadians 400

Others/Companions 150,000

3. Results

The results of the study have been divided to reflect on three themes: the motivational
factors of medical tourists traveling to Jordan seeking alternative medical treatments; the
characteristics of a medical tourism facility; and the need for a framework for establishing
a sustainable medical tourism facility.

3.1. The Motivational Factors of Medical Tourists

The results of the study have divided the primary factors that motivate patients to
travel to Jordan seeking high quality medical services into two categories: factors belonging
to the medical tourism destination and factors belonging to the medical tourism facility.
Table 3 lists the factors gleaned from the literature review and interview sessions, and then
compares these factors to define the gap between Smith and Forgione’s [15] factors, Lunt
and Carrera [37], and interviewees’ factors.

Table 3. The primary factors that motivate medical tourists to travel abroad.

Interviewees Smith and Forgione (2007) Lunt and Carrera (2010)

Internal Drivers
(Medical Facility)

External
Drivers

(Medical Tourism
Destination)

Internal Drivers
(Medical Facility)

External Drivers
(Medical Tourism

Destination)
Five Main Drivers

Costs
Infrastructure

Flight
ICT

Costs Economic
Condition Familiarity

Skilled Physician Regulatory Requirements Physician Training Regulatory
Standards Availability

Accreditation Political Stability Accreditation Political Climate Cost

Medical
Technology

Culture, Religion and
Language Quality of Care Social Behaviour

Quality and
Duration of

Medical Treatment

Accommodation Services
and

Native Language

Tourist
Attractions

Bio-ethical
Legislation

Factors belonging to the medical tourism destination are those factors that reflect the
strengths of a country in terms of competing for medical tourists. Interviewees mentioned
that infrastructure, regulatory requirements, political stability, culture, and tourism attrac-
tions; all play a primary role for encouraging patients to travel to a particular tourism
destination for medical treatments. Interviewees mentioned that infrastructure is important
to accelerate the development of the medical tourism market. They mentioned that the
infrastructure should include a well-developed hospitality industry, advanced communi-
cation technology that allows medical facilities to share knowledge and transfer patients’
documents quicker, shopping centers, and medical institutions. All these elements play
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a primary role for increasing the country’s reputation as a competitive medical tourism
destination. For instance, Cisco, which is an international network company, announced
an investment in Jordan worth USD 10 million to enhance the medical network and create
sustainable jobs within the medical sector [38]. This network will allow medical facilities
in Jordan to share information with medical institutions and physicians around the globe,
which will increase the quality of medical care in Jordan. Nonstop flight is a factor that
impact patients’ choice for medical tourism destination. Foreign patients prefer to travel
to a country that provides direct flights to take advantage of the time [39]. Additionally,
indirect flights could be inconvenient for patients with certain health conditions. There-
fore, medical tourism facilities in Jordan are cooperating with the Royal Jordanian flight
company to offer direct flights for countries such as Sudan, Russia, Canada, USA, and
UK. Additionally, the Royal Jordanian airline offers express services for VIP passengers
and patients who are willing and able to pay additional fees for expedited border-crossing
processing [40].

According to the interviewees, regulatory requirements are critical to build a medical
tourism industry. The Ministry of Health should have direct cooperation with medical
facilities to prevent malpractices among medical staff and physicians. Creating a law for
malpractice is important to force private medical facilities to have insurance coverage.
American patients are attracted to travel to a country that provides similar regulations and
law to reduce the risk of malpractice and force medical institutions to keep the patients’
profiles confidentially [15]. According to interviewees, medical facilities in Jordan have
developed a proposal for the government to implement a law that requires physicians and
medical facilities to have insurance coverage before conducting any medical treatments
for foreign patients. Political stability is also an important factor for medical tourism. For
instance, in 1994, Jordan signed a peace treaty with Israel to establish a safe environment
for economic development and to attract foreign investment [41].

In terms of cultural requirements, patients are motivated to a medical tourism des-
tination that offers same language, religion, and culture. For instance, most of Jordan’s
foreign patients are from Arab countries; this is because of several factors. Firstly, the native
language in Jordan is Arabic. Arab patients prefer to travel to Jordan, because they feel
more comfortable using their mother language to clarify their medical issues. Secondly,
religion is an important factor motivating destination choice. Arab patients, for example
prefer a medical tourism destination that provides various services for the Muslim com-
munity such as mosques, halal restaurants, and Islamic attractions. Additionally, tourist
attractions are a primary factor that attract foreign patients who are looking to spend
a holiday while they are receiving adequate medical services. Interviewees mentioned that
Jordan is developing the Dead Sea area to become an destination for patients to heal their
body after a complex surgery.

Factors belonging to the medical facility, which are factors that enhance the competitive
advantage of the medical tourism facility include: costs, skilled physicians, accreditation,
medical technology, accommodation and hospitality services, and language. According
to the interviewees, a medical tourism facility should be accredited and prepared with
advanced medical technology and skilled physicians in order to offer an outstanding
quality of medical care. Cost is also critical, for instance, an interviewee mentioned that
“if a medical facility is to attract a significant number of foreigners, the cost of its medical service
should be at least 25% cheaper than that of the medical services available in the prospecting patient’s
home country.” However, the cost of medical tourism services should not compromise
high-quality medical treatment. An interviewee who represents a state-of-the-art medical
facility in Jordan, mentioned that:

“Medical staff should be well educated and internationally recognized in order to deliver
the best possible medical service, also quality of care is a concept used by medical facilities
when referring to the overall and holistic treatment and approach that they offer—And
this includes all the tools or methods that help to elevate the overall standard of quality
of care.”
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Accreditation, the availability of skilled physicians and advanced technology, and the
cost of services form part of the overall quality of care. To receive international accreditation,
a private medical facility should attract skilled doctors to work within the facility, as well
as hire professional medical staff to deliver outstanding medical services. On top of this
all, a medical facility should always be watchful of and consider the costs of running the
business or the prices that patients are charged. All these factors work together to maintain
the sustainability of the medical tourism market.

Despite the importance of medical costs for attracting foreign patients, interviewees
have mentioned that private medical facilities in Jordan are aiming to integrate advanced
medical devices within their facilities. For instance, Jordan medical device market has
generated over US USD 240 million [42]. In addition, interviewees discussed projects being
led by the Jordan Medical Tourism Network to enhance medical information technology
for medical facilities such as Hakeem program and e-health initiative system that aim to
make the file of patients accessible by medical facilities and physicians, while protecting
the privacy of the patient [43].

In terms of accommodation and hospitality services, many foreign patients travel
with companions and they want their companions to stay close to them. In response, some
medical facilities have expanded their facilities to include rental apartments, car rentals,
and special needs services for arranging touristic medical tourism trips to international
patients. Many patients tend to travel to medical facilities that provide post-operative
services. Medical facilities often connect with family doctors to monitor the health of
their patients following their medical procedures. Furthermore, most private medical
facilities recruit bilingual staff to communicate with patients who speak foreign language
and provide them with all details about their health condition in their native language.

3.2. The Characteristics of a Medical Tourism Facility

Ten characteristics were identified by interviewees on what shapes a medical facility
that remains competitive in the medical tourism market while integrating sustainability
practices. The following Table 4 shares the characteristics of the medical tourism facility
that has been defined by the interviewees. These overlap somewhat with the drivers of
why medical tourists come to a medical facility but are from the perspective of the facility
and the core elements they need to manage for.

The first characteristic is accreditation. Medical accreditation is very important for
approaching new market segments. Foreign patients are looking for medical facilities
that compare with those found in their home country. Official accreditation of Jordanian
facilities means they have met the medical standards and quality of the US medical sector.
The second characteristic is advanced medical technology. In such cases, patients often
travel abroad in order to receive advanced medical services not permitted in their home
countries. Not surprisingly, medical facilities tend to allocate adequate budgets for updat-
ing their medical technology in order to keep up with the market competitiveness. The
third characteristic is skilled physicians. Many medical facilities in Jordan affiliate with
western medical institutions in order to advance the experiences and the skills of Jordanian
physicians. Following this, many private medical facilities are developing local networks
that motivate local and international physicians to connect and join their efforts to innovate
and use new methods for medical treatments.

Private institutions can be found operating many different types of facilities within
the medical tourism sector including medical labs, tourism agents, hotels, restaurants and
healthcare resorts. The role of private institutions within the medical tourism sector is to
provide patients with access to advanced medical technologies and laboratories, a high
quality of medical care, and to organize full medical trips for foreign patients. Thus, the
fourth characteristic is accommodation services. Foreign patients often travel abroad with
their companions or dependents. Those companions need to stay close and have easy access
to the medical facility for visitations. To address this issue, certain private facilities have
built accommodation facilities to host patients’ companions. An interviewee mentioned
that: “As you know that the second element of medical tourism facility is the cost, therefore the
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hospital has built an accommodation facility for patients’ companions to offer adequate medical costs
and make them close to the hospital for fast visitations. Thus, patients do not have to rent rooms at
hotels and pay extra fees.”

Table 4. The characteristics of medical tourism facility.

Interviewees (Medical Tourism Facility)

No. Characteristics

1 Accreditation

2 Advanced Medical Technology

3 Skilled Doctor

4 Accommodation

5 Hospitality Services

6 Foreign Patient Affairs

7 Affiliation with External Organizations

8 Collaboration with Tourism Stakeholders

9 Social Responsibility

10 Environmental Responsibilities

The fifth characteristic is hospitality services. Because officials at private medical
facilities have realized that foreign patients are attracted to facilities that provide incentive
services such as hotel accommodations, they are pushing to incorporate them into the
overall experience. To this end, a number of private medical facilities, such as the Specialty
Hospital and Al Khalidi Medical Center in Jordan have renovated their reception areas to
resemble hotels and they provide various services such as car rentals, touristic trip packages,
gift stores, and general information about the country’s shopping centers, historical and
tourism sites, currency exchange, and consultation about arranging post-operation services.
Many private facilities believe that the patients’ trip should be planned by the medical
facility in order to protect the patients’ rights (privacy rights, medical agreement rights
and discloser rights). Conversely, the government of Jordan encourages private medical
facilities to take on the role of tourism operator and to provide foreign patients with all the
necessary tools and information to make their trip safe. Respectively, the sixth characteristic
of a medical tourism facility is foreign patient affairs, because many foreign patients seek
information regarding their treatment on a regular basis (e.g., pre- and post- operation
requirements)—Private medical facilities have established specific departments that help
foreign patients with their medical trip from their arrival through to their departure.

The seventh characteristic is affiliation with external organizations. Private medical
facilities insist on offering their patients quality medical care that is competitive with and
comparative to the treatments available in their home countries. Often, foreign patients
seek treatment abroad because their home country lacks the level of quality health care they
need; other times, they travel abroad because the cost of accessing high quality medical
care back home is prohibitive. To know those high standards, and to educate their own
physicians on the best medical practices available, private medical facilities in Jordan have
developed affiliations with other countries to deliver high quality medical care. It is in this
vein that some private medical facilities conduct conference calls with other physicians
and facilities around the world by telephone, video, or the internet—The idea is to learn
from each other and share knowledge.

The eighth characteristic is collaboration with tourism stakeholders. A private medical
facility cannot by itself reach foreign patients. The USAID encourages private medical
facilities to collaborate with tourism agencies and the Jordan Tourism Board (JTB) in
order to reach foreign patients and promote their medical sector facilities. Additionally,
private medical facilities cooperate with travel agents to arrange flights and tourism tours
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for foreign patients. By providing extensive tourism services, medical facilities are able
to attract patients who are looking to travel for medical purposes as well as to enjoy
memorable tourism experiences. Combining tourism values with medical services make
the medical facility more attractive and friendly to foreign patients, and it motivates
patients to travel as much for medical purposes as for vacation away from work and other
everyday commitments.

The ninth characteristic is social responsibility. Medical facilities have realized the
importance of the local community for enhancing the image of the facility among stakehold-
ers. Thus, certain medical facilities have developed a department for funding campaigns
that raise awareness about social issues such as breast cancer, and children and women
rights, offer local health services, and further the local economy. Medical tourism facilities
should pay attention to the integral role that the local community can play to enhance the
development of the medical tourism sector. For instance, one interviewee from the study
who works as a Deputy Manager in a medical facility, highlights projects that are designed
for the local community:

“I work on four things: promoting the medical services; patient care services, promoting
the articles that the hospital is working on, and also I promote education programs and
training sessions for universities and other institutions. On the other hand, I work on
organizing cancer campaigns for cancer controls and public awareness, and the role that I
have been working on within the realm of medical tourism—I represent the Cancer Center
in this field (Medical Tourism). Therefore, I negotiate the agreements between facilitators
and other operators for the Cancer Center, and I also facilitate the communications and
other documents work between the Cancer Center and the government.”

Evidently, private medical facilities are offering opportunities to attract people from
the local community to get involved within the medical tourism sector. These also motivate
local people to participate in the development of the sector via investments, volunteer
opportunities and employment. This, in turn leads to a sense of pride and ownership,
a phenomenon that helps market the quality of the medical facilities even further.

The tenth characteristic is environmental responsibility. Interviewees mentioned that
green programs have become a core value for enhancing the image of private institutions
among local and international communities. While private medical facilities are established
with the objective of generating profits, it is expected that they should do so while impacting
the natural environment as little as possible. For example, Jordan has two separate areas for
disposing medical waste that comes from both public and private medical facilities. These
areas have become polluted with medical waste and consequently, the government of
Jordan has introduced methods to process medical waste that minimizing negative impacts.
The Ministry of Health in Jordan has cooperated with the Directorate of Health and
Environment Office and the Royal Society for the Conservation of Nature for developing
an eco-friendly incinerator for medical waste for private medical facilities.

Another environmental initiative adopted by Jordanian medical facilities is raising
awareness to employees about best environmental practices including reducing water
contamination, energy consumption and recycling. King Hussein Cancer Center has
implemented a recycling program by distributing color coded bins. However, to succeed
the program requires employee cooperation and awareness of the advantages of recycling
materials. To encourage compliance King Hussein Cancer Center offered educational
materials to medical staff about the best methods for reducing pollution and energy
wastage. An interviewee works in a medical facility mentioned in an interview that: “The
green hospital (Green Thinking) is the only program available we have at this moment, and we are
working on raising awareness about the best business practices for reducing the waste, which at the
end it returns some benefits for the environment. However, we hope that this plan takes another
level on a bigger scale”.

The concept of green hospital has evolved and in the last decade has grown to include
more factors, including community services, training and development, environmental
leadership program, and internal and external stakeholders engagement. Green hospital
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program can be considered as an effective tool for medical facilities to achieve competitive
advantage through integrating environmental strategies that aims for cost reduction or
awarding environmental recognition [44].

3.3. The Development of a Sustainable Medical Tourism Facility Framework

This section highlights the need for developing a conceptual framework for estab-
lishing a sustainable medical tourism facility that remains competitive with other medical
facilities while paying attention to the triple bottom line (economic, social, environment).
Interviewees have seen green hospital program as a means to implement and integrate
sustainability practices. However, a majority of interviewees were not informed about how
a medical tourism project could be managed to protect the environment. Other interviewees
mentioned that the government of Jordan is developing an incineration area to dispose of
medical waste in the most efficient way while reducing some of the negative impacts on
the environment. The following table presents different opinions of interviewees on the
issue of how medical tourism facilities can be managed to protect environment and ensure
community development (see Table 5).

Table 5. How medical tourism projects or private medical facilities can be managed to protect the environment?

Interviewee Perspectives

Interviewee 1
“The government of Jordan is developing a project to dispose the medical wastes without harming the environment;
and this project will be lunched in two months. And this project will be very good for hospitals to reduce the
additional costs for medical wastes. Now, we have another theme of hospitals called green hospital”

Interviewee 2 “Recently, we are focusing on developing the Jordanian medical tourism sector in terms of attracting local
community to be involved through various means such as health providers, investors or trainees”

Interviewee 3
“This thing is not part of the cluster agenda, and it’s far away from our objectives, it will be our least concerns for the
cluster. I think because we are new in this field, and the cluster can be the first step that will lead us to pay more
attentions to other issues such as the environment”

Interviewee 4
“Of course, you should talk with the Ministry of Health because they know well about this subject. All hospitals
within Jordan must sign an agreement with the Ministry of Health for relieving medical waste according to the
Jordanian law”

Interviewee 5 “We have distributed color coded recycling binds throughout our medical facility and hired third a waste
management company to process the material waste such as plastic, glass, and paper”

Interviewee 6 “We are recently contacting a green certification body to have an idea about the requirements and the criteria that we
need to comply to for becoming a recognized green hospital”

Interviewee 7

“It depends what the patients are looking to do in the host country. Patients who are willing to come to Jordan for
open heart surgery may not be able to visit environmental attractions, while patients who are coming to Jordan for
wellness and to improve their health conditions, they have more probability to visit these environmental attractions
such as the Dead Sea”

Interviewee 8
“The green hospital (Green Thinking) is the only program that we have to offer at this moment, and we are working
on raising awareness about the best business practices for reducing the waste, which in the end could return some
benefits for the environment. However, we hope that this plan will take off on a larger scale”

Interviewee 9 “Conducting campaigns to raise awareness about the best practices for water and energy consumption to Jordanians
through various means such as TV, workshops, and Radio station”

Table 5 raises the point that most interviewees do not have a clear image of how
a medical tourism facility can be managed in order to protect the environment. However,
three interviewees noted that the green hospital program is an effective way to educate
employees and also local residents about ecofriendly practices. For example, King Hussein
Center has established a department for implementing social responsibility initiative
programs; the department has launched a green initiative program that aims to educate
employees and local residents about the benefits of recycling. Therefore, implementing
a sustainable medical tourism facility requires the adoption of a framework that imposes
sustainable practices, subsequently achieving shareholder value while delivering benefits
to the triple bottom line.
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In addition to the environmental factors for implementing a sustainable medical tourism
facility, interviewees in this study mentioned other issues facing the development of medical
facilities in the global market of medical tourism, including medical facility capacity to host
local patients, medical tourism cost to treat local patients, and community participation in
advancing the medical tourism sector. Table 6 illustrates the different views of participants
about the impact of medical tourism sector on the quality of life of local people.

Table 6. The impact of medical tourism on the quality of life of Jordanians.

Interviewees Do You Think That Medical Tourism Could Impact the Quality of Life of Jordanians Citizens?

Interviewee 1

“Medical tourism could not have a negative impact on the public health services. We have one physician and one nurse
for every 10,000 patients. Some hospitals are expanding their capacity and adding more medical beds. I’m against the
rapid growth of medical development, the development should be growing under specific and organized steps, and the
trend should be growing gradually in order to sustain our position globally. This is also part of our job now is to increase
the number of medical beds in small and medium hospitals.”

Interviewee 2

“I think medical tourism could provide work opportunities for local people, which we call it economic development
projects. However, if we talk about the medical services and the cost of medical services, then I think medical tourism will
improve the medical services for local people by attracting skilled doctors and providing updated technology, then local
people will receive a good quality of healthcare services”

Interviewee 3
“Jordan relies on skilled physicians from its boundaries to attract patients. We are developing the medical tourism sector
to convince skills physicians in Jordan to stay and not seeking alternative working opportunity abroad. Also, our market
is competitive which motivate physicians to provide an outstanding medical service to local patients”

Interviewee 4

“Most Jordanians are covered by their own budget, and minority portion are covered by insurance companies. However,
private hospitals in Jordan focus on the quality of medical services for treating international patients. Jordanian patients
when they approach these hospitals could be very expensive for them; in some cases, international patients could compete
Jordanians with the capacity of private hospitals. Despite the two negative impacts such as the capacity and the price,
Jordanians could receive some benefits from medical tourism such as, skilled physicians, updated medical technologies,
and work opportunities”

Interviewee 5 “Our medical facility brings tourism dollars by attracting international patients which would attract more Jordanian
skilled physicians to be involved in this sector and not going abroad seeking better opportunity”

Interviewee 6

“As long as the medical market is growing rapidly, this will bring a positive impact on the Jordanian economy. Do you
believe that each hospital offers over 56 professions, and each profession has its own equipment and tools that are available
in the market? If this profession was occupied by local person, then the local market will be impacted. For example, if a
commercial building was under construction, the entire construction sector will be impacted. Also, hospitals have the
same attributes as construction business. The Hospital is not working as an isolated entity. Hospitals are working as a
part of the total picture of the Jordanian healthcare sector”

Interviewee 7

“Medical tourism could impact the quality of life of Jordanian citizens, because when patients visit Jordan, they bring
their family or relative with them. While the patient is receiving a medical treatment at a particular medical facility, the
patient’s companion will visit other attractions such as the shopping centers, restaurants, malls, hotels, and other
activities. So medical tourism will not only affect the hospitals but also will affect the owners of other facilities such as car
rental, coffee shop, hotels and so on”

Interviewee 8

“We have received over one billion dollars from medical tourism industry only, so for sure there some positive impact on
the Jordanian citizens. However, this impact may be small and needs to be more visible. The main challenge, that we miss
the strong management and the big picture of medical tourism. As I told you before, if we have a clear plan that directs
our resources and anticipates the outcome of medical tourism industry in the future, then we can determine very will how
medical tourism could impact the quality of life for Jordanian citizens”

Interviewee 9
“Medical facilities are generating medical waste, which require to be incinerated to prevent chemical and biological risks.
However, Medical facilities in Jordan needs to reduce the medical waste to reduce the negative impact on the environment
which would lead also to enhance the quality of life of local people”

Interviewees mentioned that there are positive and negative impacts that medical
tourism facilities can generate on local communities. Positive impacts of medical tourism
have been described by interviewees as generating tourism dollars, attracting Jordanian
skilled physicians to stay, treating local patients with advanced technology, and providing
synergic benefits to small and medium tourism and medical enterprises (travel agents, med-
ical labs, car rentals, and medical devices companies). In contrast, some interviewees have
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described the impact of medical tourism on the quality of life of Jordanians as a negative
impact. The rapid growth of medical tourism drives decision making and resources to
support international patients at the expense of local patients. The high demand on medical
services by international patients, for example, could lead to higher costs of medical services
to residents. One interviewee mentioned that enhancing the quality of life of local commu-
nities requires a strong management plan that provides an opportunity to all stakeholders
to play a role in the development of medical tourism sector by integrating all the resources
(skilled labors, technologies, and tourism attractions) for maximizing the revenue of the
medical tourism sector while providing opportunities for future generations.

4. Discussion

The results of the study identify the medical tourism factors that affect the choice
of a medical tourism destination and a medical tourism facility. Factors belonging to the
medical tourism destination are those factors that reflect the strengths of a country in terms
of competing for attracting medical tourists. According to Smith and Forgione [12], Ameri-
can patients define medical destinations based on several factors that include: economic
condition, political climate, social behavior and regulatory standards. Additionally, Lunt
and Carrera [36] argue that there are five main factors that motivate European medical
tourists to travel abroad, which are: familiarity, availability, cost, quality and bioethical leg-
islation (abortion tourism, fertility tourism, and euthanasia) [36]. In contrast, interviewees
in this study noted that infrastructure, flight duration, political stability, culture, religion,
language, and tourism attractions all play a primary role for encouraging patients to travel
to a particular tourism destination for medical treatments.

Arab patients are more attracted to medical tourism destinations that offer similar
language, religion and social norms. Smith and Forgione [12] have grouped these factors
under the social behavior factor. Nonetheless, Smith and Forgione [12] did not explicitly
define the other forms of social factors, instead, they mentioned social behavior and how the
perception of local people about medical tourism could motivate North American patients to
select a medical tourism destination. Most foreign patients that come to Jordan are from the
Arab Muslim countries. According to the World Bank, in 2007, Jordan hosted 45,000 Iraqis,
25,000 Palestinians, 1800 US citizens, 1200 UK citizens, 400 Canadians, and other patients from
the neighboring countries such as Saudi Arabia, Sudan, Libya, and the Gulf countries [35].

Another insight that emerged during the interviews is how flight duration and tourism
attractions are primary factors influencing destination choice. Both factors have not been
mentioned in previous studies. For instance, some patients cannot tolerate a long-distance
flight. Therefore, medical tourism facilities in Jordan are cooperating with the Royal
Jordanian flight company to offer direct flights for countries such as Sudan, Russia, Canada,
USA, and UK [39]. While flight arrangements are a crucial element of a medical tourism
destination, tourist attractions have also been defined as a pull factor for attracting foreign
patients. For instance, Jordan has developed the Dead Sea area to become an attractive
destination for patients to heal their body after a complex surgery. Tourist attractions clearly
play a primary role in the rehabilitation services or post-surgery treatments. However,
Smith and Forgione [12] mention tourist attractions and infrastructure reflect the strength
of the economic condition of the host country. Developing tourism attractions require
highly advanced infrastructure equipped with facilities and services such as transportation
networks, banks, hotels, malls and food establishments. Thus, interviewees mentioned
tourist attractions as an indication of the economic condition of the country.

Medical facilities have been defined by Smith and Forgione [12] as a pull factor for
attracting foreign patients by offering affordable medical fees, trained physicians, high
quality medical services and international accreditation. The interviewees introduced
five factors relevant to quality of care that motivate Arab patients to select the most
appropriate medical facility. These factors include costs, medical technology; services for
religious patients; accommodation; tourism services; and native language. Smith and
Forgione [12] stressed that quality of care is also an important cornerstone of a medical
facility’s ability to attract foreign patients. Quality of care is a concept used by medical
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facilities when referring to the overall treatment and approach that they offer—and this
includes all the tools or methods that help elevate the overall standard of quality of
care [3]. Despite the importance of quality of care as one of the main factors that attract
foreign patient, cost is the dominant driver that affect the decision of international patients.
Interviewees mentioned that competition in the global market of medical tourism has
prompted medical facilities to comply with international accreditation such as the Joint
Commission International (JCI) accreditation which has led to the increase of medical
treatments on local and international patients.

According to the various views of interviewees about the impact of medical tourism
sector and facilities on the environmental and social dimensions of sustainability, inter-
viewees were not able to provide a clear picture of the role that medical tourism facilities
can play to prevent the negative impact on the environmental assets and to enhance the
positive impact on the quality of life of residents. Most interviewees have described the
impact of medical tourism facilities on the social dimension as attracting local physicians,
integrating advanced technology, and generating revenues to other sectors (transportations,
accommodations, travel agencies). None of the interviewees mentioned gender equity,
poverty, and cultural awareness. The lack of a comprehensive view by interviewees about
the social dimension of sustainability supports the findings of Prayag and colleagues [45],
Jones and colleagues [46] and Santos and colleagues [47]. Their studies assessed the sustain-
ability perception of hotels’ stakeholders. They concluded that most managers have weak
sustainability perception as they pay high attention to the environmental dimension of sus-
tainability to achieve competitive advantage through integrating environmental practices
(clean energy, waste reduction, and energy consumption), while the social dimension has
been neglected by most stakeholders. Viewing sustainability as one dimensional approach
has been referred to the lack of sustainability awareness lack of by stakeholders [46].

Hart and Milstein [5], Gibson [48], and Boley and Uysal [49] suggest that firms should
adopt an integrative approach that aims to develop a business strategy that is aligned with all
stakeholders’ needs while integrating sustainability practices and creating opportunities for
future generations. Medical tourism facilities should aim to develop business strategies that
motivate stakeholders to view sustainability as a multi-dimensional approach, which aim to
attract international patients, skilled physicians, local community interaction, and investors
while motivating the integration of sustainability practices through training and leadership
programs, innovation, collaboration, social and environmental initiative programs. Therefore,
developing a framework to establish a sustainable medical facility is required to maintain and
improve the medical tourism sector within the boundaries of sustainability.

Hart and Milstein [5] developed a framework for achieving sustainable value, which
implies anything that needs to be maintained sustainably in order to provide benefits for
both the current generation, and the next generation. Hart and Milstein’s framework was
developed in the context of manufacturing firms to foster increased efficiency, enhancement
of reputation, achieving innovation, and growth. Because the base purpose of Hart and
Milstein’s framework is similar to the needs of the medical tourism industry, this study has
adopted it for achieving certain objectives. These include efficiency and accountability, repu-
tation, innovation, and growth. While the medical tourism facility is striving to achieve these
objectives, management of medical tourism facilities should pay attention to the relationship
among internal stakeholders (physicians, and employees) and external stakeholders (com-
munity members, government bodies, educational institutions, industry and professional
representatives, and facilitators). The ultimate goal in this respect is to achieve a strong
relationship among internal and external stakeholders. In order to develop a long-term rela-
tionship with internal and external stakeholders, future goals and objectives should be worked
out according to stakeholders’ ideas, within the implementation and expansion process.

The framework (Figure 2) contains four quadrants; each quadrant is associated with
the services marketing triangle to keep long-term relationships with the stakeholders. The
quadrants are short-term internal, short-term external, long-term internal and long-term
external. The ultimate aim of this framework is to build a medical tourism facility on a solid
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foundation for global medical market demands and meeting the needs of present and future
generations (local community). Additionally, the framework would help a medical facility
assess their operation impact from the lens of supporting the 17 SDGs.
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4.1. Short-Term Internal: Efficiency and Accountability

This quadrant captures internal strategic initiatives that can further the sustainability
of the medical facility in one to three years. Medical facilities should offer high quality
healthcare services to host foreign patients. The medical facility should have standards
and regulations, and be strict in monitoring these, to ensure they are providing a high
quality of healthcare in the most efficient way. The standards should be in line with local
and international medical law. The medical facility management should be very conscious
of the implementation of regulations and standards in order to prevent malpractice suits.
At this stage, the medical facility will adopt a specific management model for operation,
which is a mechanistic organizational structure.

According to Daft and Armstrong [50], a mechanistic organizational structure means
that the information transferred among the staff and management moves vertically from
upper-level employees to lower-level employees. In this model, there is a structure that
provides employees with rules to resolve problems without communicating directly with
their managers. However, if lower-level employees are not able to resolve a problem them-
selves, this model suggests that they pass it to the next level above them, until the problem
gets resolved. The information system of this model is actively used by managers, which
could mean that employees have no direct access to their managers to express their points
of views. However, the goal of using this organization structure is to achieve efficiency
and accountability, once the organization has achieved this goal, the mechanistic organiza-
tional structure can gradually transform into a dynamic organizational structure [50]. Such
a transformation to a more dynamic organization is required to support medical facilities in
integrating some of the sustainability practices into the operations system.

Interviewees in this study mentioned the green hospital program has been adopted
which promotes recycling waste, saving energy and an environmental incineration system.
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However, a complete view of the implementations and advantages of adopting such a green
hospital program has not been explicitly reflected in the study. A green hospital program
can include various activities such as leadership, safe chemical, waste reduction, energy
consumption, water contamination, green purchasing policy, organic food sources, green
transportation, safe disposing of medical waste, and building design for decarbonization [51].
Other social sustainability initiatives related to living wage, and health and safety of staff are
also relevant. Thus, to adopt such a change toward sustainability, a medical facility should
adopt a dynamic organizational structure for allowing the adaptation of sustainability strategy
for competing in the medical tourism market and remaining within ecological constrains.

4.2. Short-Term External: Build a Reputation

This quadrant captures externally oriented strategic initiatives that can further the
sustainability of the medical facility in one to three years. Once a communication and
sustainability program have been adopted by the medical tourism facility, enhancing the
reputation of the organization will be the next aim for the organization. For example, the
Specialty Hospital in Jordan is cooperating with the Private Hospital Association and the
USAID to promote its facility to foreign patients. According to an interviewee, Specialty
Hospital representatives attend medical conferences every year in order to meet with
external stakeholders and conduct partnered business for mutual benefits. Private medical
facilities in Jordan have participated in the medical tourism network to promote Jordan’s
medical tourism sector as one entity. Daft and Armstrong [50] have mentioned that collab-
orative network models for developing relationships with other organizations, provides
various benefits such as resources for enhancing the reputation of the organization through
collaboration, enhancing competitiveness, and increased chance of survival via exchange of
resources. Engaging in a collective strategy through the medical tourism network and/or
local sustainability network can provide a wide range of benefits to the medical facility [52],
though they need to build strategic capabilities to leverage collaborative advantage [53].

Lane & Bramwell [54] outline the importance of attracting various stakeholders with
different interests in terms of quality service, innovation, product development, marketing,
and competitive edge [54]. The benefit of drawing different stakeholders into the mix is
creation of multiple paths for innovation and development (which leads to increased reputa-
tion). The rapid growth of partnership projects within the tourism industry helps maintain
competitiveness in the global market by bringing together capital, resources, and expertise
from several stakeholders [55]. Having said this, tourism projects, including a medical tourism
facility, should not look at stakeholders as merely and exclusively financial solutions, but
also as potential contributors to the decision-making process [56]. Thus, the medical tourism
facility should allow participation of the local community via funding educational campaigns,
holding educational sessions, or planning events to raise awareness about community issues.

In addition, there might be opportunities to help influence local sustainable devel-
opment initiatives or provide charitable contributions. Additionally, the medical facility
should cooperate with local and international organizations to enhance its reputation among
foreign patients. The medical facility should work in partnership with tourism operators
to reach foreign patients and deliver an attractive image about the facility. Private medical
facilities in Jordan are collaborating with governmental institutions to plan marketing cam-
paigns for promoting the medical tourism sector within Jordan as an entity. According to
the interviewees in this study, a private medical facility cannot promote its services alone,
but should plan a marketing campaign with various stakeholders in order to reach foreign
patients. Ganguli and Ebrahim [57] outlined that the medical tourism collaborative network
model allows organizations to assign and achieve their goals collaboratively. For instance,
a study was conducted by Al-Aomar and Hussain to develop a framework for promoting
and assessing a green supply chain management in hotels. They concluded that achieving
and implementing a green supply chain management strategy require collaborative efforts
across all stakeholders within the hospitality sector [58]. Thus, medical facilities should
collaborate with all stakeholders to promote and implement green practices during the
stages of producing, storing, delivering, preparing, and consuming the product or service.
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4.3. Long-Term Internal: Innovation

This quadrant captures internal strategic initiatives that can further the sustainability
of the medical facility in four to ten years. Once stages 1 and 2 have been adequately
developed, management of the medical tourism facility will have a strong relationship with
internal stakeholders such as employees and physicians; because of this relationship, the
management style can be transformed from a vertical to a horizontal style by implementing
a dynamic organizational structure [50]. In this stage, collaboration among management
and internal stakeholders will be more active and direct. The decision-making process can
be conducted using a teamwork approach because of the climate of trust developed among
internal stakeholders. As a result, the medical staff will be motivated to share ideas and
knowledge, which will drive innovation. An interviewee from Al-Khalidi Medical Center
mentioned that “we communicate with our physicians and employees via internal network that
allow all facility staff to collaborate with each other for determining solutions”. According to Daft
and Armstrong [50], the dynamic organizational structure allows employees and managers
to work as an integrated team for problem resolution and knowledge sharing by using
a horizontal information linkages model.

This model provides extensive benefits in terms of information system development
and use. Going a step further and making this a computerized information system enables
employees to exchange information, ideas and advice. For instance, Siemens Company,
which is an international organization, uses an information system that provides a digital
network for 450,000 employees to share information and knowledge regarding the quality
of customer services [50]. According to interviewees, medical facilities in Jordan have de-
veloped an information network for hospitals to share knowledge and motivate employees
to enhance their medical skills by cooperating with other skilled physicians. Ultimately
this can lead to new innovative practices, and new service offerings.

4.4. Long-Term External: Growth

This quadrant captures externally oriented strategic initiatives that can further the sus-
tainability of the medical facility in four to ten years. In this stage the medical facility should
enhance its relationship with external stakeholders such as, universities, patients, and inter-
national organizations (JCI). Foreign patients are looking for a medical facility that provides
follow-ups to make sure that the medical services delivered were conducted safely and with
no negative impacts on the patient’s health. The medical tourism facility should define new
ways to follow up with foreign patients after they have received their medical treatments.

Medical facilities in Mexico have established offices within the United States solely
to follow up with American patients and refer them to appropriate local physicians for
further medical treatments, and to keep the patient’s health status up to date in the medical
facility records [59]. According to interviewees, certain medical facilities in Jordan have also
established a specific department to follow up with foreign patients after they leave the
country. Building a follow up system will enhance the relationship between foreign patients
and the medical facility [39]. Additionally, a new market segment will be opened for those
who are searching for high quality medical services and a spa resort to heal their body after
a complex surgery [39]. However, these individuals are now more educated about medical
tourism destinations, and will be conscious when they pick their next medical tourism facility.

Private medical facilities could also collaborate with governmental institutions to
put forward the ideas of incentive services for foreign patients, including post-operation
services, tourism value, and medical consultations. For example, Jordan Tourism Board
has offices around the world to promote their tourism attractions to foreign visitors; these
could include medical facilities. These incentive services will draw foreign patients from
new countries and lead the medical facility to a new market segment. However, medical
tourism has not paid attention to the poor people within Jordan. Private medical facilities
have no direct cooperation with public hospitals because they have different purposes:
public hospitals are dedicated to treating Jordanians who cannot afford to be treated in
private medical facilities, and they cannot update their medical technology due to limited
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budgets. In contrast, private medical facilities have advanced medical technologies and
skilled physicians. Private medical facilities target wealthy patients.

Nonetheless, 20 per cent of the Jordanian population lives in rural areas under poor con-
ditions and lacks adequate access to health care [60]. There is a gap within the medical tourism
system that fails to provide adequate medical services for poor patients. The government of
Jordan has been working to attract foreign investments in projects like malls, hotels, resorts,
and hospitals located in areas that lack running water. The German Society for International
Cooperation has funded a medical clinic that has been built in the Jordan Valley to provide
local communities with adequate health access [60]. To expedite this process, private medical
facilities in the medical tourism sector could help poor people gain access to their facilities by
cooperating with the government and the bank sector in order to offer subsidized programs
for poor patients. Under this scenario, the medical tourism project could be turned from an
economic development project into a community development project.

4.5. Challenges
4.5.1. Adopting a Collaborative Strategy

The study has defined a primary challenge facing the development of the medical
tourism sector in Jordan which is the collaboration among private medical facilities for
sharing data and promoting Jordan as a medical tourism destination. Collaboration is an
essential element for enhancing the image of the medical tourism industry and understand-
ing the impact of medical tourism on the local economy [57]. The issue of collaboration
is captured by an interviewee works in a medical facility: “To understand the big picture of
the medical tourism industry requires the development of a marketing plan for at least five years.
Also, we need a strong management that is qualified to lead the plan, put it into practice, and
facilitate all the efforts between all members”. An interviewee notes: “The reasons that we could
not accurately determine the number of patients, is because some hospitals keep the number of their
patients confidential for competition reasons”. Adopting a collaborative strategy will allow
stakeholders to establish strong management, share valuable information concerning the
medical tourism market and credible statistics on the impact of medical tourism on the local
economy [57]. With such information, medical facilities will be better able to predict the
future of the medical tourism market and determine their objectives and goals accordingly.

4.5.2. The View of Green Hospital

Despite the importance of environmental sustainability, interviewees have not been able
to identify an accurate image of a green hospital. As some of the interviewees have mentioned,
a green hospital program is not part of the medical tourism network’s agenda. In contrast,
other interviewees have mentioned that private hospitals have listed green hospital programs
as a top priority. Therefore, the medical tourism network in Jordan should establish a sus-
tainability assessment tool for motivating private medical facilities to be recognized as green
hospitals. For instance, Malaysia has established a sustainability assessment tool, “Malaysia
Carbon Reduction and Environmental Sustainability Tool (Mycrest)” [61] for retrofitting
buildings to achieve a green building certificate. Christian and collogues [61] mention in their
study that the Malaysia Healthcare Travel Council have cooperated with medical facilities to
retrofit international hospitals’ buildings to be recognized as a green building and become
more competitive in the global market of medical tourism.

5. Conclusions

This study has aimed to fulfill two primary objectives: determine the main factors that
motivate foreign patients to travel abroad; and determine the characteristics that shape
a sustainable medical tourism facility; with the aim to develop a conceptual framework for
establishing a sustainable medical tourism facility. The semi-structured interviews have
helped the study to identify new factors that motivate medical tourists to travel abroad
seeking alternative medical treatments such as religion, native language and medical
facility services. The primary factors have played a role in shaping the characteristics
of a medical tourism facility that would meet the expectations of medical tourists while
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integrating sustainability practices. The study found that there is little attention given
to promoting environmental practices and awareness across the medical tourism sector.
Most interviewees mentioned the green hospital program but they have little information
or none about the layout of the program. Therefore, this study has used the foundation
of Hart and Milstein’s framework for developing a conceptual framework that provides
guidance for establishing a sustainable medical tourism facility. The framework focuses
on four strategies: efficiency by implementing eco-friendly and people-oriented practices;
reputation by implementing a collaborative strategy with external stakeholders; innovation
by implementing a dynamic organizational structure; and sustainability by supporting
local sustainable development. These stages and objectives were built in line with feedback
from interviewees, and in accordance with existing literature that exposes the primary
factors that motivate foreign patients to travel abroad for medical services.

In terms of study limitations, most of the participants in the study were marketing or
public relation managers, which was essential for the study to discover the medical tourism
perspective. However, interviewing physicians would have been useful to understand the
relationship between the physician and international patient. Physicians who are treating
international patients have busy schedules and it is challenging to conduct interviews
with them. Thus, identifying a specific method for collecting data from physicians to
explore further the sector of medical tourism from the perspective of healthcare would
be an opportunity for future research. Another recommendation for future research is
an assessment of what types of organizational structures are being adopted by medical
tourism facilities in other parts of the world to understand global trends in the sector
and approaches to measure the triple bottom line. Like this study, further research can
help medical facilities reposition their future goals to provide benefits to the environment,
people, and the economy while generating financial rewards and profits.

This study has made three important contributions. Firstly, the study identifies other
motivational factors that motivate foreign patients to travel abroad seeking alternative med-
ical treatment such as cultural requirements, hospitality services and tourism attractions.
Secondly, the study reveals the characteristics of a medical tourism facility, which can also
play an integral role in contributing to the SDGs. our study also suggests new indicators
to expand the medical tourism index introduced by Fetscherin and Stephano [7] includ-
ing indicators that measure environmental practices, social responsibility initiatives, and
hospitality and tourism infrastructure. Thirdly, extending Hart and Milstein’s framework
to the medical tourism sector, using Jordan as a case example, provides a starting point
for advancing sustainable value for medical tourism facilities that attract international
patients, improves the local quality-of-life, while also remaining within ecological limits.
Additionally, the research proposes a path for medical tourism facilities to contribute to
the achievement of the SDGs by introducing a framework that integrates four business
strategies for establishing sustainable value.
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Appendix A

Interview Questions
Who: Various stakeholders (physicians, professors, government employees, policy-makers,
tourism agents, and facilitators)?
How: In person or over the phone for 30 min
Outline of the semi-structured interview:

1. Introduction to my purpose of research and opportunity to answer any questions
2. Sign letters of consent
3. Interview

Introduction questions:

4. Please tell me about the organization you work for.
5. What is your role?

Can you tell me more about about medical tourism?

6. Please tell me about any projects you have worked on for developing the medical tourism
industry?

7. What were the motivations for taking on these projects?

a. Which was the highest motivation?

8. Were there any challenges or obstacles on your project?

Can you tell me more about this?

Jordan specific questions:

9. What is your overall impression of the medical tourism industry within Jordan?
10. What are the foundations that allow Jordan to host patients from outside the country?
11. Why is medical tourism considered as an important industry in Jordan?
12. What are the critical issues within the medical tourism industry?

Stakeholder questions:

13. Did you work with any partners or other organizations?

a. If so, can you tell me about their role(s).

i. Government?
ii. Universities?
iii. Tourist operators?
iv. Medical professionals?
v. Community groups?
vi. Anyone else?

14. Is there any current collaborative strategy between any of the organizations?
15. How can educational institutions motivate medical tourism industry in Jordan?

Impact questions:

16. Does medical tourism impact the public health facilities for Jordanian citizens?
17. What kind of infrastructure is required for medical tourism projects?
18. Does medical tourism impact the environment?

a. In which ways?

19. How do you think medical tourism can be managed to protect the environment and
enhance the quality of life for local community?

Closing thoughts:

20. Do you think Jordan has a plan to increase its reputation in the global market as one of the
best medical tourism destinations?

21. What do you think is the future of the medical tourism industry within Jordan?
22. Is there anything you’d like to add? Anything else I should consider?
23. Do you have any final questions for me?

Thank you
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