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Abstract

Objective

In recent years, design thinking has been recognized as an innovative, human-centered
approach to solving complex problems and driving innovation. In the health tourism
industry, it can contribute to addressing challenges and harnessing the potential of the
industry by focusing on participatory and creative processes. This study examines the role
of design thinking in promoting sustainable development, improving entrepreneurial
processes, and business strategies in the health tourism industry. Additionally, it aims to
identify the key elements of the industry that could benefit from the application of design
thinking.

Methodology

This research provides a theoretical framework based on the design thinking model and
the principles of sustainable development. To this end, articles and studies related to
design thinking, health tourism, sustainable development, and entrepreneurship were
collected from reputable databases such as Scopus, Web of Science, and Google Scholar.
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The selection criteria for the articles included their direct relevance to the research topic,
their up-to-date nature, and their academic quality. After gathering the selected articles,
the content was thoroughly reviewed, and the key concepts and main points of each
article were extracted. This study is the first to comprehensively examine the impact of
design thinking on Iranian health tourism. It also explores the potential of the industry,
such as sustainable development, the role of innovative business models, and its impact
on local culture and economy, as well as the challenges in integrating design thinking.
The main innovation of this research is the proposal of a hybrid model combining design
thinking and sustainable development principles. Based on data extracted from previous
studies and case examples, a conceptual model was developed that shows how each stage
of design thinking can contribute to improving entrepreneurial processes and ultimately
achieving sustainable development in the field of health tourism. This conceptual model
demonstrates how design thinking can be used to enhance service quality, increase tourist
satisfaction, and improve entrepreneurial capabilities and the development of sustainable
business models. Additionally, it offers strategies for sustainable development and service
design based on collaboration among stakeholders.

Findings

This study identifies the five main stages of design thinking - empathy, problem
definition, ideation, prototyping, and testing - and examines their impact on service
quality and the tourist experience in the health tourism industry. The results show that
applying design thinking can significantly improve entrepreneurial processes, foster
innovation, and provide effective solutions to industry challenges. Furthermore, design
thinking can strengthen business strategies, increase industry competitiveness, and
promote sustainable growth.

Conclusion

This study offers valuable insights for entrepreneurs, policymakers, and stakeholders
interested in expanding the health tourism industry. The proposed conceptual model
illustrates how design thinking can be employed to improve service quality, enhance
tourist satisfaction, strengthen entrepreneurial capabilities, foster new innovations, and
develop sustainable business models within this sector. Finally, recommendations for the
future of the industry are provided. These include broader collaboration among
stakeholders, the development of innovative health tourism models, greater attention to
environmental considerations, continuous learning, and the adoption of advanced
technologies.

Design thinking, Sustainable development, Health tourism, Entrepreneurial processes,
Innovation.



Yerhodh¥ il > bls

FEYT-8:8) Syl LLs

oo (5 5503 35 8395 39 M ST SN S 51k dawgi ) (21 sb SE Wil

e Wiy
Qs Wl
arabiun@ut.ac.ir :aebll, .o pl ¢yl ol oBuisly o BT 8aSisly il jglid o 31,18 09,3 Ll ¢ Jofuno odimn g5

cstlaos YU
1_hamdollahi@ut.ac.ir :4sBL), .l p! o) yo5 ¢yl pog ol ¢ g 8118 8Stily ¢ o 31,18 09,5 (658 (ggomiily

afshinmoghadasi@ut.ac.ir :eblly .l pl ¢)lyd ¢yl yod oBiily ¢ g8 8" 8uSCisly (o BT 09,5 (658 (cgmitils

(KW LY

5 Sl 0 4B Lb (o9l g onm Bluws J> (sl ppmegledl 5 (s 05505, lsisr (Sl S8 8] ol o 10
o Sai s ) e 5 bl s a0 S 5 S Lie ol b L bl bl (5,%5,5 s
a5 Lin B8 slaiild 39 ate ol awgd G5y > oo S 5 iy 40 adllan cpl b3S e Caniar
1Al e a8 Cnl Camiio (1S olie Slwlis (] Gan Cpioren i3 0 Codlu (6,550,5 Cario 5 S g

Hgd ooy (b B (654

5 Lnadlio g lato oyl (gl amd 0 Bl dxwgs Jgol 5 (Db S5 Juo 2 (ite )5 s le (gl cnl iy
(gl e (5 pime Sl cloolSol 1o B g ol drgi cuadls (5SS (b SE | ke Slillas
5924t <G Edge L e LUl 5l 2535 & le dmallie bl (ko lino s (5 glaer Yl J55 5 sl
gl dlio 1o oo SoaiSS 5 lapspdie 5 )y CEd4 lgioeo Siito slodllis ()glger I o] ole CuaS g (05
e Jiailty (rizzen Cusl o ) adlllas ol 5 gl ysbody Joitss sl Do (SB35 )3 Aok Si5 b ad
Al 5 09290 (sl iy g loxe Sl g S b 2 o] 55 g S g8 Blgly slaJte (i o dmwg Sle Caiio
2l Junly dug Jgol 5 2k S8 oS 5 oo Bl Gimgly cnl ol syl sl 0dd sy 0 (Db SE pleol
ol a5 ad (b (el Jie S egrde oS 5 00l gy sladisel 5 (i Clilas jlordg] Sl slaesly sl
658 gyl deug Calyd 3 5 LS sba il g 4 Wlgie b S5l dls jo pm 4sSe amd
ol Gialidl closs cutsS Doy sl (b Sa5 g o oS aST md o i ogrie Jdo pl a8 SaS oM
sl @yl Jace ool comizman 3,8 olizal sl S g’ (sla e damgs g sl SIS ol (Sl g o, K80,8

2 o Sl el ) o () Ken p e Gledd sk g Il drwg

VEYNYNF il g,k YOA -YNA . a0 & ojled A 0y93 VF+0 ¢ S5k oo
VEF/FIN : ol g g, Ol oKl wy pe (sl 1yl
YE¥-00 o ng, ole i 5
VoYY syl gyl By ©

doi: https://doi.org/10.22059/JIBM.2025.391533.4938



vry Ol g gy | e y3 (2 BT SIS Sl Gxwgi 1 2 lyb S 5T

g ol |y Oilesl g (ilosigad ccsibponl (JSibe Ciypoi s Jon Jols e 1S5 (ol Al po gy cadllas oyl sy
5 o2l 4 amd o s gl sl 03,5 oy Gl (6)K53,5 Canivo 3 KBS Ly g ot S |y ol sl
sl e sl doly 9 18 Cgi ]y (65l i dgute (pSar sgbds 1y (2 B ladil B Wl e (Sl S
@S 5 Cobio G pdycald) Ll O g sla el Coshi & Blg o (b KB Groren md W) Calo gl il

RESER S TR

GBS Caxiao S &y dieddMe ladi 6D 9 SIS Cusliw (W 3L (ol i) slayiin adllae ol 26y Aot
Ol clod s S g gl Sl o (Bl S wigSs 48T e o i (eolpiiiiy egre Jde L oo &) oDl
2 2sd 488 54 yi5a ol 3 b B geeS GlaJie 5 uin sbaisysls g Bhl el cosis g oS80S culs,
dawgi (LA 6d s 503 S () Kan 1l Wl e ladlgiin ol il o &) cxio ol B30T (gl oladlgiin woles

A iy gl g y5lid I edlaiwl 5 polie (6,50l ¢ Jaociuu; Gllans Mo & jiiiy 4> g5 oD (6,550)5 (po sl e

.d)9]95 oo (6,80,5 ‘Lé.‘{)éi)lf Sanlyd ol drwg o )b i :thj‘g.\.ﬁls



Yo)Lo..JB AA b)sbc\£0° c‘:’g))b Co e yYy

40dio
L oo o)l 00l Jiad (6)500,5 Camino (g AulS (glaoje I (S 4 oD (6,850 )3 (g 50l (slid )
8 @S aloyw Cia 5 (oLalBl il 4 ol 3l (SN S g pogMe (5 X85 9 (Slopy Cledd oS 5
ol L Gy« Seil wlge g Sl cold, o)lulinl el ) 39S il ola ills b opl b a8 o S8
S5 aile alygles (olmd oy 5l onliul da il adé g o yd oyl 5l (6 pSosae (slp Hilo3,S walyd Caio
Sla il J> a4 Sl o (Sl sljls 2 39505 b &5 sl jooma il (o) (Db SE sl (55908 Sk
S SaS oo (6)Ki53 )5 0z

) 3 33 s (£85Il dmssi 5 G BIS d3ut0 5 (b SIS G o & Gl
ale gl olge 9550 5 Can ol pleal o tlly B Cdlos (£S5, (o)l o (i 4 TAdSy dguy
5 0l )lle (B Se «gSly) (b S Sl pogy Jio pol Gimgg daiey cnl 4 Gl sl 88
5 Slois Sk LB (SB35 L0 d9mte 2 1y 255095 0ol 156 5 00,5 o |y 32ge claceo b 5 ot
S 25l 03 ol > AL dawgs

dwg Jpol g (ALl S& I (S5 (oogrie Jho S BLIL a5 sl (55950 5 (5515 0y S caalllas
Jae iy e 0jg> ol 3 g5 ool byl g salS slajls ool IS b Jalse oo 4 Il
Caicio 1> ygls S 5 g Sois)sld )5S OlaBiisd o 6 Sad sl iy 2yl cooleiiy
u_aJ)Jo 03 gy LSL"”‘U?"-; 9 Slalllas dl.b:ob‘b JJDU c\.al.» 2 &S LJ._\.o u.,l A e 4\§|)| CoMus Lg)i.i':a)f
L)T d;).‘o )] b .))91‘59 pibl)ﬂ Cxwo LJ"‘ ul:.a;db )JL» 9 uL.:)BT)K su‘)‘,\fw‘ww 61)4 L;aﬁ)lf ‘_;:9>)l> sl 0AS
s ol oesie Jae i Gl |y lebsisd ol 5 WS (glodinge |y s (5,585 (slaail b sl
9 2 )8 a3 (Shb 1 SE Corle ol 05 e B 2 e cor)le Se gl ) Sk SE
L aslasyS 5,8 Jae Spm g e B LY Jlog 2w dag s o )lSol) I ,5T Jelge da il
Dg 03l Liales Mepllas gy o BT i) b o 25l g cod (6,553,8 3 2hb S ples] pae
5 ..&_lfwa J_Abo |) u_w)l.o.w Sloss d‘)_g oJJg_‘}é sloles 9 Ry dhd)ﬁb‘é )'| d)ﬁf"ﬂd G u.»bbw)s
b ysbiwd g uls s o &l b ills pl pade gla)Soly o b o5l gl s gly 1y ostie Jdo oy

1. Wolcott, McLaughlin, Hubbard, Rider & Umstead



vre OLSod g gy | y3 (231 SBAL1S Sl Brwg 1 (Syb S5 T

2 gl s g labiisd ol s yglys Gl (oot 5 (slozz] (oalaidl gyl Sl s
Do Caxiwo
oor b ST el 5 il 5 os slad )56 ()5 o 5l pBapl &0ty i ol 5L
(Sl G 3 D9 o Sl Cuadl ()80 )S (slatlly g (e o] slaatilp g (b S L) a8 e
drng & litod sl ()l 612355, 5 iliglsi S g sla o (i 5 Cadlo (6, 503)5 1 laly drwy
sladie il dnwg p ol b g ooty (ol Jo )3 ol SE pleal b el )3 sl 00 ) 0k
Caio (Giailly g ody Copmle 4 da g b auld ) g0 w2, 3LI8 sloanls o @l ygls ) geus
2 b S gjlwerly an 3iilg e o1l claings 45 1m0 00 sletiy adlllas ol oMl (5,525
s by (Slaan oS Co e ((iuim )5 (g Sbasyglid l ooliul o (] il sla iy
ol g Mo (1R53)5 425 5 bglejls 3,8ee g0 )3 (b S& Caastly Gl b)) Cuidge Jolge
aS ol dpal 3531550 CoMas (6,5053,5 dgao 5 dly9le g Hemme sl (6lnd a9, gl (ol oles sl s
Blaalay pliwd jlwdize) g A5 S8 Canivo ol @) sl 50 Sl yunl) duwg 4 (Gimgh ol slaaisly

Al oMo (6,553 )5 0 (gylul
g 3 L

Of Sul P g (>15b S5 pgeio
Y guao dnsgs )3 Gl)l5 il ()] 53 & sl St J> (sl yoopldl g GBS (3,509, (b S5
(Sl GlaolBus g a0 1 3 p0d g oduomn Pluwe o o Lisu il s 45,500, ol 5y coglyl closs 4
Ak el (55l sy Comole o RBE gy cpl (YT VS 5 S0g) sl 03,8 g (3] Camge
SlSan Cogh 4 S e 53 9 359l 00 pal Bt glaonslobul (sl |y p3Y (s pdpdllasl o Cusl Cuind o5
(VN cohlSon 9 gSdg) WS o SoS o5 sl (g Jlite S35

S8 Lo 43,09y (pl 83 &) 2 (pdin )3 Wl oo &S Sl 0sd ST g (el Al p Sy (b S
(b S ol dds o gy S 5 b et Jo Al 5 aiBljlis b (gloged 4 ]y oo SIS b S s
IS il b Ll o 08 sl ala ool il on crivlof] 5 (s3lotiges csilopon! sy ¢ Jaon Jols
me Ol Jlo 00 5l G (Sl S5 pogde (VoY - 8V So g g0g) g ot s pgly 41 g ALl 5L
2l gl 8l (st Cageina X oA Jlo 5 Fgamy a3yl abxe 5 gl o Chogi 5 45

25 8 silunsly 5 3ol izl Joli shlo o o 250 S plyises |y b S

1. Wolcott & McLaughlin
2. Harvard Business Review



¥ 5)loud VA 593 N E0 ¢ S5 )L Sy e Yo

ol St 3485 Chogi g plolid o] Ban a5 cul Lisuplel dls ye o b (S5 Ao o o Sete 9 o)
O ads e cpl @1)]0)5\&;.@&&1%544, A g8 e ey (glaods] dlaad oy i Wgi s e ol B
4_L‘>).c L)_’] Bia .ol d)L.wb.)Lu §J>).c c@l).‘o)g&.’:\b).a Cyao g J?A-\.’L;Q Jﬁb )Jl.o.’ |)§.o.a:).§.o.u91)§|9)§w
Gl pLS 9 Jold al> po pl il gl (il (lie oy sl ool sladoly Gialel 5 sl
ol Lol g (gilodiges

Lad o Sy Bun ( Jaon als o 0. () JS5) cwnl o aidly Jolie 51 S o Glows g 4y o] p
oS Lda igy wluw g anlias wialie )b 5l Ll bl as e ol o cawl lo)l8 slajls 5 b il
U&AUA«BAA‘P dﬁp L;bo‘) d‘)} U“‘)?é’lm O ygo w‘)&)b 1){) ol GL‘} )quu 41>)A L)" ).)413.»».1:
(VoY B So 5 sSg) 2S5 0390 |y ) o8l sl ol

Gro—is 1y 5L ) g CadMS 5 A0S o Mgi |y o Jooly g Loyl 51wy dield e (g3l o] dls o )
90 Cudgdome Ly cgluad yaun 1) calisee UKl g baaiy 55 50 0glS Sl ¢ygomo o) Sar (oM ol S o
ol dy 51y S5 g s o J36 5L |y Sam 5 S5 5 Sy S8 oy (ol (o S8 35 o ol
dy San S5 5 ol Laonss] (58T wde (gl SBMS slagib g wlolS el o(6,58 5L asle oSS
Ddiee ol ]y gloal S ay (s 9 Alisee (sbronyl oS 3 dpoy] (6 pdg Sl (o) 2

LS}L” cb[:.;

oo pled! &5y onl

Implementatio

Inspiration Ideation 0

b S Jse il Bl ol (5351wl diged g iy g2 g (S0 31 il 8 ) S
(VoV e uldV S g 8g) raste



AR OLSod g gy | y3 (231 SBAL1S Sl Brwg 1 (Syb S5 T

Pob 55 Jao 31 1 o S35 il Biged g it 25 9 (051,15 Wl ) g

s3]yl 51 laiged iy p > 50
Fror slaaids
ol slajls g )8 calis ,
laoanlis Sen
S By Sy
ledslas
o Canl (San 4598» &lie 3l oolil
liwly col o 5
O 219 i 2 %5
; 3e )8 ) el
OB Lagl
)53 gl 3
J> gy il sloay S g o] ) v
2 o ddds ] ‘ Sibpoy)
solel pwld
SIS 4y g0 . ,
S sladiges Bob Sl ol Liolej] £
2)928 . 5 ilodiges
s g3l slanlp gl
oh iyl
ol 4di S5 (55240l 52
) Ol b ol sla>ely L)) N -

J)9>)Ll L/ﬁ'.i)\)

£5Y oMol plxl g gl 2l )y

(VoV+) iV S g 980y e

s Ol 1 Y e sl U aiil 4l el ddsl (cladiged b b lonylS (gjlsdiges abs po 3

3 ormg llaf] ddojo 13 055 o igmme 098Il sl d ol o)) 3,85k (6yglanx sl I3 (siloaised

ol s Al yo oyl 3 Bam 3,5 oo )15 talesl 5,00 5 K9 o ) Sy olide o 3 o el gjludiged
(VoY el S 5 gST) pd b sl 03,8 oS S i 4y Ll ol LT oS ol

ol 5y 5

Sody Baa Ly aS 05 o obdydw Jold ] jow Caio Ay 4 gy b yicw | (S oS cwdlw (6, K5d)5

s o] 8203 53 4 olsise Ty i ol Ssdom plal pgmaciadls 5 oy slaclled 3,k 5l oy 5 ool
s . he & . g o z ; = Z o < B g o I

soatods & Cunl (ol jius Jold (S35 (6 K3)5 (VN0 €S g (J) oMo (6)K53)5 5 (Subjy (6,883,518

Sl b byl jlows 5o \J?‘W’ 9955 o0 Oygo uly slaley 5l sl dile S5 Gless el

1. Empathize
2. Define

3. Ideate

4. Prototype
5. Test

6. Lee & Kim



Yo)Lo..JB AA b)sbc\£0° c‘:’g))b Co e yyYy

sauja o Vb cudS b il sbacudlie Glosd 4y (pupiod s & (Sdjy (6)K03,5 355 o0 )] paass
Y VY g 355039 5 uts)) Sl AL Cogione e (slay3S )3 yieS

dile ww glayog) dlen 5l )y 38 1a5 coodas o5l slady o0 g rcudled ool (6 Ri50,5 ( olie
oslio 92305 5 pl)T slab e )3 Vgans o loppol Slass g Ll Slosi 5 g, LS b yb slagley
e 5 03038 g bl (50,50 S sgal) S o nten | 195 2305 g aly] 45 398 o0 plosl ol ol
(Y15

e (b @l a8 (blin )3 0598 )15 dngs (sl (s QLS Sy Codl (6)553,5 859>
Les 45 a8 g s ceadw (6Li5) slaandle 4 ablg oo LaglSe cpl 35y 3929 p SO sladois
9 b lye by (oo dnaly Jalad a8l S o Ol it (oM blje Jlide &5y GBS 5L
e S0 s Candhr (6,580,539 dnnsgi Y+ VY b jog 5 Sslelng) i3 on Gl 35 ) omeo
S0 9 s il go slols 5 ibligy lods S aimsaly) ( Jxe golys dos 5l ccilisen (laicsd
by 48 oo il Sl (gli 055 0> Sialean joboar |y Gl lagisn (ol & @ols drwgs &by
VY Jop g Stz ey o Sily) Sl (6905 03 235 1y oo e 1l odlitl 5 58 i |, (ool

oM (5 5K 5 8392 90 Jlal dawgd
4 eeolatdl o bl 350y pogdle o Cuul (glail gl (slooged Lol pilie oDl (6,555,5 )3 Jloly dnsgs
8ol lajlee Log s glacld Gubai b ojes cpl (Vb .5 dagi 35 (sloa] g (Jaocunj ol
XV Colegl (aSaly S 5 g oSl ggaS e ciluzsy Kogpb) 1S o 2T lio Lais 5 ol 5l cules
plealagd slaailyd o1y et ) sacuwluw (gylul zols ladol y (! b 50 Jalke cupio sl ylojlo
(YN0 Slays g odiamiyns 31 1) At oo 39t |y (6,553,513 (4315 Culius 5 03,5

(5l Je 105 o S ymn Cuadls (5,535 dmogt slyt (53978 6389y (it oy S e (sl S
S g S 5 (59155 (YN Sog i 5 ) it 05 ol ol sla il &1 o5l &1 o6 it
dawgy Blaal L gwpn o5 390 0 Ollos g OV gz «lodd )0 Gl sl Cago gyl Hlaie jl o5 ge ‘A)IJ%L:.
Jals sl S g a5 (5l 2,59y cnl (Yo VY & Kag i) ol elen] 5 (ool ol 2500 5 0

ol 09y 9 )l dwy Blial b oliwlypn 4 oS cwl Sllas glaogus g OY gase «olosd 3 @l yuss

. Lopes & Rodriguez-Lopez

. Amouzagar, Mojaradi, Izanloo, Beikzadeh & Milani

. Wiramatika & Sumardani

Chang, Chien, Cheng & Chen

. Szromek, Puciato, Markiewicz-Patkowska & Colmekcioglu
Aall, Dodds, Szlensminde & Brendehaug

. Butler & Szromek

. Innovation in Sustainable Business Models

. Szromek

© 0NN AW



AL OLSod g gy | y3 (231 SBAL1S Sl Brwg 1 (Syb S5 T

M (65583, 1> (25 ke (g3 Sy YV gSdil g Sigan i) 9 on e (sloinl 5 3l
2 Ol 8 )l pléol WS oSS ladiced oo 55luk bl 4Y5le g5 4 6 S ool Sl (yous
a3 e Il e 5 olR50,5 oo 53 1y caSlle g dlotel o 6515 st ogMle (6 K53 )5 (Sjay4eby
YoV gl 5 gl (HIS))
e Lailyy g a1y (6)K83)5 (sl Sl i (i il g pelye (giloiaslys (oladisd (o 5K
s (6,583,513 gk Jgmol pLad] (pimen (VY Tain¥ 6,8 5 Siile) a5 on g ) el
5 L)) 3o (al331V 4968 eail 4l laglyon b agalse o ofigas |y ekl 13y 5 ()5l
FaYale iz sl 4 (Jaam g 55l ()8 ook 3l Cuniio nl 53k duusgi cpgazee 1 (VYT (o San
;g 3 el Gl (VoVT (e g o ) WS (o0 S8 (e @elgr g loss S amdl] (sl 5ol

)15 48T Cadlr (6)S3,5 )3l slaogeds (gl 13 9,085 5 (Jaen () San Coa

Sl (5 558 )5 30 (21 5b S plis!
)13 35 503 Oyl slylid) g Lo sl dnjls Sy g o ol Pl Jo sl yomo ol 3509, S6 o2 S5
obles oy (slajls cuels yepdle b 48 o oS Slass lSsimaad]) 4y Ceadls (6,583,513 3,50,
48 2980 el gy ol bl it el pen 4 ol (sl 1y S e g WS Sgie 355 ) gl IS 4oy
TS 5he g olyes) W sl gl @ g bty yiao |y GBS a e clajls b S (6o K00S0 b laiisd
2 48 29500 loss &)l 35 g Sygl Cughl carge sy nl 0 (Sl S (65,54l pegdle (Y4
YYF Ch5ks g 2 gy chals) 9 e iR,y Jalud g by il el e

Lol 28 panio slaile 5 lajls )5 (slp codls (S35 b Juan (2l Sis als 1 o oyl
3,59 ol g o (slolids Coodlw ()|, Ki3,5 slajlo walin 5 (il dslas Gyl s o cpl ) .l
§5=82)S Glods cgdm Al po 53 35S (o0 a3 3 55 1)y (wlual 5 (Kin 8 Slaasiz (Sloyd slajls pogdle
spboar ) 35 Sloas g S 030l ) 8535 (els (bl slajls 4 Wgd iy claisSa Ll codls
CooMw (6,5255,8 5 amsdsly) (ool cloas ol gesly Gy L (YoVF o)l 5 S )55) S Lo i
GBS el oo laatwlss a5 waly) 8 1) Gl yide 428 dgie 5 Sledd (il o Bylhe Sl Wl e
XY S0l (clakl) aims gosly jpxociodles

d_l> 61)—3 ed)_f\é Ol.éyb S5l u.sl.mgfwfu )'| odlazwl L Ol&d}db oMo d)iib)f » Lg)'b)g:oJ.;.l d.l>).o )9

. Trip, Simut & Badulescu

. Erkanli, Kilic & Ozturen

. Mazeikiené & Gerulaitiené

. Xinran & Mark

. Sayed, Proches, Kader & Taylor
. Typk & Apu

. Upadhyay-Dhungel

~N N R WD



Yo)Lo..JB AA b)sbc\£0° c‘:’g))b Co e AR

5 i sl b i oyslito disle SISl b ) Lolayd cless lnosy] cpl 1S o odlitsl 1yds (glmony]
g loss oyl plealagl ol o], K50)5 (ly jolie 5 Sesls (a0 b AS o S5 (2l slaaolyy
5 BB oS ps) 28 050 1) (] S83 5 Cilises )l Ll oS 29 i (glailyglys (gladin (Slb o
33955 Gl 3l g 033 1] gl (sladiges &gt Ctite sbaos] ecsilspon] dls po Sl G YV ¢ (St
Sl e 39 0Ll 20553k sk ) g 0ad Ll adgl cladigel & jgoa otie laon] sl o dee (1)
(VY < o)

o) il v Hls Sloss D90 9 1,K55,5 513,955k cdlys (ol cwodes (6,553,553 Liolejl dls yo
(Y VF S 5 s )Le) wigd Soinlen lyn)lS l)Lasl 5 Lajls b class bz oo oS a5
Ol CinS 18U Cov (3hj o b i)l g Cuadls (S02.5 ol g ol & o L5 Lo singy
YV gl gl (dl) dbon 331 potnn (sladygijl jlodlizul g by b ) oS ol g ) )18 et
53,5 Oln oS CpdeS SL)l ) (oten LAl pglie 2900 g Ml LSS Jalis & (b S a6
(Vo8 & g ySs 5 Siin) cudly aaled cuodas

ey 5 A ()9 08 Cedl (6)583,5l5L 53 el CudBge 4 ltd sl (b SISl
>hb 3 Slatdy ol Sloss pleal (S A 95 4 oMl ()R85 ) (b S pledl 5 ¢ old ol
sl 005 (glosg drgh (Simyh g M) llan Do s pizman 5 coodls 6,553,5

A ol Gloa s )l sgng Sluidy g (ol Gledd o (udly pled o (6 K> )F wledd b )
ity Sloas & b 3 o dselys celadsliy b (S5 cglayloyd Ao il p oo siloyd 5 stbligs (sljls
Ly (VoYY S0 Lol oyl o oo (Simyb el o | cusldl aisle caimd oo dgut |y ,555,5 IS a0
onl srole ool Algi oo oM (6)K53,5 (S aimsadl)] o Slatdy g ol Closs g9 93 2 Coonl Sy
b 6 Rse g pitucald) Codlu (6)583)5 455 «led 53 9 403 Gl 353 (b pie poiie (slajls 4 a5 S
(Yo7 lgjaszm 5 5i9s90) 43S el 3

Slas Mo ol ppo Hluwn (Kiz )8 lacuwlus 5 (SW] CllasMo Coley ¢ b S dbl 8 o ¢ piron
o gl e oy s ol Cuglsl 5 Sloys (ladiy B 3 Cudlids gy clalST cyls, 5 lipebs] olis 3N
9 Obyie b e Luly) olazel sbogl (yeud Wl co oMo (68835 (slaglojl Jalge cnl 4 351y b
2 S g (ST Sl Mo (S (uled 3 (V0N Doggm S 9 &S m (5Sag) 5 B 05 ore il

. Borek, Bugajska & Raniszewski
. Smith

. Markovi¢ & Loncari¢

. Balcioglu

. Jennings & Nickerson

Fang

. Morozov & Morozova

. Viken, Hockert & Grimwood



vy, Ol § (g s | e 3 (2 AT GBI Sl drwgi 1 sk S5 T

3 age 51550) 35 pria (S98 cilisen lagls b canlic 5 550 et B & Sl ge oo S5 2515
G535 gl a sl S e S8 1R 5 4 yo0 gk 4 i & gy cpl (VY ‘\u.;f; S g

AT sl B g o1 5b SE ples!
Lol (bl (o285 )y (655155 2ty )3 oDl (6,505 Cnlio 13 o9y (SR B sloialy ) ok S&5
5 4l slad ool dg gl ) dlsoj oDl (6,500 )5 b Lo po (glo )l ganS 53 3,509, cnl pleol S o
a0 eyl ladooly p 15T 5 GBS Jaoms dbul b gy cnl 2yli00 wald ;K555 slajls b ot
9 oo (Shg ol yegdhe (Y VY (hlSan g o 5) WS o0 oS Caniio (pl 384 pacie sla il o
Csibge & 0B85 3,50 cpl amde (5)b o)l GlaShan Cupte 3 |y Gl B (Sl S 5o Jols
3ygl e ol caico pl )3 Sl 69l i) ol Ty (slaise; aSh S o K8 bl jle cdeniy g)lub
b ams o oSl ol 1187 (sl (S5 oxigd S5 Canle K03 (sgm 1 YV Wit 5 1hgag)9 dSailg)
Oge) Moy (Bl Lasye o)lgen o (6)X53,5 (1B) ik )3 5 iSe dgue yets pobods 1) 395 (sladleidyy U
L sl i o Lyl |y SV gameo g closs CubeS 4ests (b S5 cggoome )3 (VYY ol g (g ¢l
LSy 5 SUgSisS) A8 e Cagh |y Cdls ()55, (i IS s labiisd plos (slSe I3
(YevY

Tk il laain 0 plb S b el (6,555,533l slaanls cdllas oyl )3
pi¥ LUy Ghli8l g sbal ohlan 5 (X835 lajls S 5 Jaen cuenl ol Lol ool icanl o
Slods dag sl (65155 29 B Bpe Sy 5 bgy sl il b 655l 5 o Bl > sl
sl (1B e g s Ul g Sy Cu e Geman)lS

iyl 3 (o3ly5 Cpanl 50,5 o 8 (ol i dn 3 )5 3 st g pgly 5 Y den S
Gmyb 5 4l e 3,500y ol 5l edlawl b ol 81,8 (Y Y fljsadm) 1> oM (6,553,555 039y ¢ s ,81,18
rln i il sla il 5 oy Sloss laasiie (Kb «ohlos alos 5| il laiid b Lol
5 Sl d5e5) ol (5900 KBS (Al slasli b cuslite § 3o (sla el dnwgi (gl 45 255l e,
nlite ol o5 A3155 oo Candhr (,580)5 Eamdatl] ( Jaen & (3Iadgl b izman (Y oVY (g g

{Sdgggd) 29 on July (slmoged g g (s yiie culdy LIl el o WS 35 395 ol yia slajls L

. Mogaka, Mupara & Tsoka-Gwegweni
. Dolynska, Shorobura & Binytska

. Menon, Avadhani, Menon & Das

. Phetkongtong & Nulong

. McDonagh

. Zulaikha, Andansari & Susandari

. Dobrovolschi

~N N WD



Yo)Lo..JB AA b)sbc\£0° c‘:’g))b Co e Yy

Ol )Sen g5 L 2,509y o=l s e 29 |y odzg Ple U 25 izmen (b S5 (VYT
ool 3 |y oMl (6,553,510 ey Sl o (sl gl eloo] sl (Sl cylojls ciliseo slo iy
Lo ills L ails cuodlw (6)550,8 (slaglojl 45 2580 cgo 3,09, cul V+YY ¢ylSan 5 ©lSg) 5,41 0
dgd e Gladd CudsS S el el 45 5S0g) cpl Mimd d9u0 365 ljidie sl ) (IS gl 9 03,8 ablis yi
‘\*5‘)9-’ i g (l) Wl st (2B, L > Wil slaos] S s pSoye b b a8 o oS laglojlo 4 4L,
(YeYF

o syl b )85l Sl 4548 e sl Lgy (slac bl i oo odlitl (2l &5l a8 Sl 3108
@IS By me by 13 Slyui 4 B aiad e ojle] )5 genS 4 lacubls ) gl o wald 1) puss Jls )3 sy
g dexe «(6l3F) S Cugi |y 395 (B Cuje g Mimd Gl Fhe psbodr (Syyde Sl 5 6)gld slac iy
Lo iy 5l 48 @)y S5 Ginlafl 5 silwaises Jolpe (oply caadh (655535 Bige 53 (V+¥F agezna o
Sk 1y 255 Glosd ¢ BAS B pnn 3)55 5L (bl o U dad o ) Kl opl b )5 s &l (sl Sa5 Lo
(VVF e o (LIS)]) ais

Cogh Codlw (6853)8 ( BLIS ALl o |y Sy o e g s plyUall porie (b SE (pizmen
e (5,583,553 ol NS o (sl S50 )l (Ao SSE g, 4 LS oo 15T il S e
aalb YV e g 95l yanl) wm e g LB ole 53 1y pdsgablail 5 solisl S5 5 ol dnals
3o ol 45 0,1 8T I3l L elss g adgl (s3ladiges csilponl 2 bl SE 2 ite R 8L axigd ) S5
5-S51,55" «(sbjutS) it Lo (ALK slag )b 3 ol Cubl Guile) wShe 4 g Sy Sy e 4l
lacosbyn (28 b > wlgie o5 sl 33 (b KB pleal b glu B (YWY gl 5 gl
420 dgte 9 Syide Slajle po 355 b (b S8 AU S gl Cadbge g 03,8 Sl (63 34 pasie
5wl lagS dloyg) Cusl gy950 (1) Cujo Laios (gl oS NS o S Y guao g Sloss 1> o9l 4 )8
(VY Syl loss

295 S puody 9 S A5 LB claol, b amd o ojlel ol B 5 oK geus 4 (Sl S pledl
s (Sl ol s dgug pglie jobay |y 255 lasletitin g 2> Budad (b e Lol o ik Sl L,
b S8 izmen (VoYY Sen 5 gl GLS ) el ()95 Ligy slaljl 53 (28, o Lais
4o g d9-b s idite (ol dbul g 3550 (S meval el & Cunl o sliasl e ()0 BadZg 5

1. Aver & Yildiz Durak

2. Guzairy, Mohamad & Wan Mahmood
3. Indrianto et al.

4. Goldsby, Kuratko, Marvel & Nelson

5. Verma, Kumar, Daim & Kumar Sharma
6. Obregon Espinoza et al.



yry OLSod g gy | y3 (231 SBAL1S Sl Brwg 1 (Syb S5 T

ol pls (Yo7 S opeinla g GoBLYLS il ol W yen) A5 o SaS Glojle (BB CusBgo ool
ly Lm‘_’j aS" w8 dbul splete (g3lpiuing sla i)l Wl o e slaspliwl 3 Sk Sa plesl b by lS gews

i3s 900 1y 3L 53 bl 5,8hes g 03,8 53laze L3, ]

oM (5 5 F (3 ST 40 o1 yb S plid! slacesgue g L L
935 g |y ol S50 slyp) &5 ol anlge (3uxie @lge b codl (6, Ki53,5 u B slb Sis ples]
walow (5,5050,5 » 2hb Si giluosly 3 Lol gl il 5l (S )5 e il caio opl b dewgs
Izl pae» Wil gLol sl il b code (6 55 u:-‘).‘o S5 gl il yom ply o Shojlw cuoglds
9 10S) s (b S8 (sl )Sog) S5 pled] 50 Sl gilge ol €ailyglgs Cind 32 pasd 5 € Slojls
G290 elcibno clyal (gl oM 05 (ls b (b S8 Gelad al yrogMle sl diajl (gl )
b S8 sy 5 (b slaiild oo 65 luls 2 bologle (V7Y assmasl 5 angilly)
Oy it Ly (VoYY ilSan g paio) W87 35t ) lalejl 5 spglss o5 a8 cagii | (Simpb 5 By
2 >l ;S8 gl 2l 4558 slnl ailglss 5 didlas] e lgice ol ple Sl dg 5 Sl
f F- v Z e A . & e
(VoY Nlguige g (MBS 0l ¢y joniuns) Dk 5 3800 |y Coodlw (5, K5>,5
Cowl (gylanl an a8 olad S g, g o odliie Coodlw (6,K50,5 Cariuo D &S e bl Codgie
Slgice 4lSy il S 398 VoV (Ko 5 (L)) diaalge JSuio b jlul sl Sogy 5y )3 olie
; e A . o - . . & Se “ . o e
Ciskgn g gn Ben) WS sgame (o3l g elain] ¢ dametin; lagille b S5e dblis 131 050 pl Ul
aS amd o L Codlu (6,563,510 (6)luk 3550 53 D90 ool 6aiSTy Cudle ¢l pogMe (Y4VY fglgyo
LYY g 5 056) anl 139 T ool 5 5Ll cslbagess 31 6 e 53 dmgs (ol iy s
dl.mbl.@é_.il.,.;w J_»Jyu_n olie Co o LngoLo)’Lw “_,’_>|)L> )_io) dl.mui}” )’] o3l 9 d)l%lﬁ. &,.m)s =90
A . = e . e . Z ol Z
(Y oNF CusleasliaS 5 (oglonglgSi dSiusd o(55555) WS bl (5 i) g Spglie codlo (6,805)5
ol alols aile Lolge b cov s 4wl 3068 g oliwg, @eles 53 (lags ©lodd 4y w s

e ol 3 (YVF & Jie 9 adg¥oS dale) )l )5 yleys 5 cadliny Sgaoee (slacidlup o (golasdl wlga

. Gheorghe, Stefan, Stefan, Tsalapatas & Heidmann
. Kabra & Mukerjee

. Ramanauskas & Banevicius

. Westhuizen, Conrad, Douglas & Mutsvangwa

. Figueiredo, Abrantes & Costa

. Hofer, Honegger & Hubeli

. Becken & Loehr

. Gkevreki, Fiska, Nikolopoulos & Kompatsiaris

. Maha, Kolawole & Abdul

O 0 1 N Lt AW N —



Yo)Lo..JB AA b)sbc\£0° c‘:’g))b Co e yYyYy

Fe sladsely plsis Ml sl Culilige (oSS 5 90 ol 5l (S dloa ) Jlizmd oMl (slas)5ls
bl oMbl 5 03,8 wald 1y 193 ol 5 (slboyslite Sl lacgyglis eyl Slordd - lae lSid ol LialS gl
NiZ S9a |y J10y95 5 a8 Bble )3 (Bl gl g (UBle g Wl oo dom )3 & Ao W)l ) (65905
Sy g s il Jlasl 3 codgasma aile il b lacsyslis ool syl (Jl ool b (VY <l lsk)
dg-rte dder il (giminiz 3,509, S aejls L ille ol b ablie sl dnlge (Simy glge 5 Jliomd
aes (VoVY Foaige) il slacumen (ol Gjls & (s Eul lp Sl wla Sl ccslup;
) ol (50950 galsn o 4y ilige Sloss Bl > e 5 s tod ) lisabel (gl clie parass g jatus
YA gl L

48 ol dte (sl 4 (il 235 5l (80l (b SE ol ) cedle sy Glaisd Canglie
i3 B3l (e cdoms 3 (V0N g0l g JoSI5 dyordgl) 39 9,095 nl o)y ebliiegus il Wl 0
L wgis b w53 JolS joboas canl (Sten (e o3 |j 43S cmidi |y (2l S5 89l @Blie Wilgi o0
Lo Samom (e (VY 1S 5 it S g Siing 39 «gb (JoST) a5 S0 ) o slacglis
Foe bl daille (ol @) lp S (o0 )ledd |y (phb S Gl 35 plp > (Kin b Caaglio g Slejls
e (VI8 gl 5 lasS) 29 sl 5955 (sl e aoma b ol (6905 Slaiisd i (5)K0m
(i gy) Mb Rl Lk SE (il g 298 Jise by Cunl (s Codls pllas )3 925 (90 ol 18
(YN e g g epid

2L oy 15 )l ohan 1y s bls slagille (bl slocudlye > (b S5 536 (5 ,Sojl
5 Slgn cardl) iy (Lt len s § Slods )3 wgelo clodgity o 5 2dl 4idly (golaiil a2 gi on
2l e Ly el (53950 (b S8 otz omliel sl 58 b)) osls o dugs (YA Ly
ol L (Y Sy 8 g pLSallale L) 415 o S8 3890 ol 4 45 28 e Sl (sl ololiss o
e i) labyy A8 o0 oz |) bl @g2se Sl £95 5 (bl Slaptans (St (Jb
a5 ol (P8 e g SV ) S e s ] (Shb S 8y s sy cul (See

5 Sligwg i) Miwd (6)9p5 yidn S alopo a5 5,500) cnl (b)) Sl sl dlysle ol slas syl

. Selvaraj

Mwende

. Allan, Ball & Alston

. Oliveira, Zancul & Fleury

Akmal, Foote, Podgorodnichenko, Greatbanks & Gauld
Koomans & Hilders

. Roberts, Fisher, Trowbridge & Bent

. Altman, Huang & Breland

. Sunder, Mahalingam & Krishna

0. Wheeler, Langley & Mills

— 0 0N hA W —



yre OLSod g gy | y3 (231 SBAL1S Sl Brwg 1 (Syb S5 T

lapiams Jgo0 )3 (b SE (25)) o3 Gl sl spSoilsl lagille ol & slop (Yo7e gl Sen
ol Sl il less &)

09 el wlio (i g Lac)leo b (6)5 (6950 diojls coodls (6805 o b S&5 3890 (¢l ya]

J> Gl Shb SE ey LS cogti |y oo )l (6l 5 (5 Rutlojl a5 (Simyd colos g pols (JS5sel

wild sl o)l 4 1S sbl sl Wilg e oMl lasastie Al «leds B aaddlyl oYL M.

sla ils ccpoman (Y-YY “va‘_sl)’)é 5 S5 pide) A ily 8l Lm‘j S Hline g oSl s &S Cul

1oy il J ) cul p5Y (b S8 ) 5 555 s

G g3 mliiigig 5
Lol emlasslyyy codlw (6,5 80,8 65> 53 (G BLI Sl dnwgs 2 (Db SE b oy 4 (3ais cal
ool Ko 5l 3,8 5 Sl g oDl (6,535 conlyb 1S5 slmojg > d9g0 lalllan o Y lia
s ymign L) Ll Sl e 3 (5555 Sl IS5 5 otloglony s 5l s A
2 ol SIS g panlio 5 )y coay ol (glgime dnallie g pslaen ) oy 29 ol ole CudS g (092 S0
b gl ekl alis

boos sl )L\.;.L.s' 3&.»9.5 g(j dﬁf)lfd.g LSL”’L):’% 9 Jb‘).o 9 u:-]).\o )Sw,\..,ba db&»a 5 o_\;i&cb:ﬁ;’;..»‘ Ol
Laaiwd cpl Hlo balgy doire Judo (ogy 31 eolainl b s 505 (640009 )5 (6 yiudo 44,50 Dguby 9,0 )5 Ll
D9 ol (cogrde Jho Bl Sl b ()2

DL Caadl (§533,5 51 bya i b 505 5 83 s lillas a5 Laokys
Colid) g oo b Jolai Jal38l 5 (il slacudlie 5 (Sloys Glasd 350 3 Sl oo (Sl S5 45 03

PAD (gadied 5 09,8 o ) BBl cpl S ] (cage (BB (6 ) 5 jhuk duogi (K85
Ceo (31 3508 55 &9 205 g (5 i Sl 5 i 31

S g S Jdos sla oy, Jeld g o plol 69:“5)1 sl oo g SliasT (69)50 Cladllas ¢ Slise Olasiss

1. Petrosoniak et al.

2. Lin, Hughes, Katica, Dining-Zuber & Plsek
3. Moghadam, Tavakoli & Farzaneh

4. Pasca Al Bahy



Yo)Lo..JB IA b)sbc\i'ﬁ c‘:’g))b Cu o YYo

ool 4l (23310 BV Lolide 3 5 ol VoYY Jlo 3 F V18 Jlo 0 Y/Y 5 oo 35,1 S5 sl 03
2 ()b oamalis oS 00 1S on g pSeslil |y e golhg (lise o Tk e g ol sl
aS aad o Ll gls cpl . cawl 4l Giol38l cul ol iie (g98 Culs) Baadlis &S VV/F & ccasl )b yidie
S S slajls @ (25wl 1) duhe Uy a2y (LD jsbas (2l S5 (SIS 558
Sl luds 839 oliulo] (G dunwho pl cdonis 1> Cawl 0l yxie (6 yidie ol (slaylme (ol 4 g 03l
5 8lag)) 158 i | Waofg 3 oslys 9 03,5 )18 e b (it bLS)IL Casl 03, (g5lilely i dlom
NURS AR TN

ly oy Ss,5 colisy g old) oM (6,550,5 0)bs 5l wanl oad plosl YoVY Jlo 5 g & auios
|y o 5 Ceodl ;555,85 ¥ 51 lasiges ¢ YU 4y oyl 51 a4k 51 onlil b asdllas ol oS o gy
Gl (500,553 (S pei9y J518 5 (ol olif e o0)S pw sladin o ims o (LS Bl L cunl 03,8 Jlow
Ol el pite o lyie & S35l cpimen S oa g |y LS s ol 5 Ll ol
o8 o adaly 53 00 S el slb e ploie 4y o g Camir onlpogde WS o0 Cusl ) Cuto sl
S sla ol adl)l g 0,8 83,5 4,05 (gjludinge 4 @l ol 5,58 oo 3 o) 5 ol cadls (5,583)5
XN ol g 65 caad) A5 om S Candhs (6,883,5 Cunion e sl

2 olyide ol mas 5 G dnsg 5 (bjgel sloaolyy o adlad) (g 4 Y4VO 5 (gt dallas
oala ! oS 5 0,S0s) S5l Bt (pl Ll Sy SlulSle )> MaxOne sla fin y 0554 ¢ 5ile jloge iz
CodS o Ghjamal 3 bj)l sl |y 53,8kae slaline 5 (b yiie 2)3 5k (SIS (sl i i gl 03,8
31 o V¥ s LSS drwgs g objg0l (cladoliy a5 amd o Lis gl .l 03,8 ples] (¢t 4150 5 loss
5 Olbls,l (ool ;a5 wile () US I clac oo bay] 15l Lol cdims o gy 1y o)l o Colisy y3 lpusis
L G g s s LS Gali81 el (YL il 55 6098 1 (ine G390l sl g BB celins J>
Sl e ebigel slaaaly ol ol Sl s (500 ol pr hjgel oinn 3B ) lbes slas)ss
3o Ui adllae pl s ()98 Slgclere Cxio 3 sl bis g Ghytie 4 Cladd CubS S5
oil38 (sl 450l (3L 58U e (,blg g Coliy o 3 g Glodd CudsS SIS bjgel oS
T\ R PP FON PSSR PSRN

33 05m9dm (f,5i3)5 Culd) g wyo5 dgu 5D Mewdgn Slas)gld LI pw)p 4 VYT 3 Sy ddlllas

. Customer Value Proposition
. Net Promoter Score

. Lobao et al.

. Bottom-Up Spillover Theory
. hedonic

. eudaimonic

. Liu, Zhou & Sun

. Sandy

e B R e



v OLSod g gy | y3 (231 SBAL1S Sl Brwg 1 (Syb S5 T

ol 8 olylai o by ooyl ol 28 g (08 sbo gy 3l (g cpl .l adlyyy coodlu (6,K50)5 dine
o dodigr slagy5ld aS Cuwl 03l LS g 03,5 eolawl K>S S5 a o p lagyglid oyl )»L bl sl
S35 S Colidy i (s )bline b5yl )l (te 86 033 51 G b (5004065 i Jolye (ales
las ol (oilwosly a5 w8 o ST adllas g5 0 (6, 555,5 duolio (b g Shles (5590 00 deute el

(YT gl 5 58] WS Ko K35 425 g 5l 5 Medign (6,580 )5 doogt 4 g oo Niogn

Sl g
S5, Janl slmoged gy 9 Sb2S &y dgme T 2 Sl b gy 4 VoVF Jlops ) dallas
il 1y bl cols) Wl e 565 &yo B8 anls 13 150,35 S lie a5 dmd e LS g ol i oo
33 T o s S 5l Gimgin (slbodls a8 o |y (6, 553,5 Sless ol by a4 bl Joled g 0ol
33 6y oy a5 amd o LS ol owl ol o o3l 50 JgSue Plus by 3 KD, S VY. L VAV L8]
Al A ld 5 45 S80S w5 |y R8s L5 s bl b (b Ble slac e
s (65 sl g 5l Calen (sl 6ty ol 5 25500555 aacan Blass (sl oty €5 i
Iy bl la el o 0SS slonl (ol Coje Wlgi o (g 30,5 Closd sk > (gylul Jool 4 as g8
S fog 5 01, 55,5 Caldy it Blon oloo U5 3y90 53 (sbias) (n5 1l el 5 sl
9 (55D )S Sl >0 g S )d (6 )5Wd,S Camiuo i (6d (gly Wilgs o sl cplamd o &) (6 K>S
Y YF g g 9515 ) i3l ho il (slags il

S80S 3 et [ slaial (6)luk g (o3laidl A5 o S (yp 4 (500 (SR9R (pmen
350l g aiedin (s ,aelp poid p Allie ) ) wST coM (6,553,513 ol ol el g 35135 0
aS dad o s bl WS ST 0 S ks ) slanl g oolaibl (et Blaal & (K5>S
Ml e pogas 3 1) o]S50)5 (aLST 5 (S 50,5 cols) VL sk b (6 )55,5 lanly oy
Slaal plesl 5o,k 5l el cpland iliél ) (6, K65,5 wolie g pdcold) Sl o ol (6,RE0,5 LS pends
1 6ol ol plesl cuenl 1 aST yous o bl yope ol -Coml s Kol oo g seloial o olasdl
Sl glejos 385 sl 63,l) (i yaelip pg) g edl (£)K83)5 Bj9> 13 0fagds «(6 5835 dngs
(VoYY ¢ g sbloges

1. Ionescu & Sarbu

2. Co-creation

3. Rita, Tiago & Sousa

4. Streimikiene, Svagzdiene, Jasinskas & Simanavicius



Yo)Lo..JB AA b)sbc\£0° c‘:’g))b Co e yyy

SNl 5 Ca gl
5 629195 sk Jl (o s ingealy (Rl ) M (6)K508 (A (yp & YVF Jlo )3 gugidh adllas
A5 amd e i g ool gased YoV Lyl diaddon 05 (o3l ymol b Limad ol ol a3l ol (clbogeds
ol do Lpias 9 48 o Madign (]S paass lp JBul Jhe 6 plsieds Slgi oo codl (5835
e 32 35503 9 Spgls b yb i o g LS (ol il dgus L ypuiST IS e a8l 1(5)R00 5
Codls Bloss 5 (6ol )3 (5)I5 e s Coran] yy adllae ol amd )11 o yotS” (5 0dpeldy & Wl o oMo
(Y08 Caidl) 3w b ygiS elainl o (oobatil byt 5 05, olKols g (4l

03y (soyp Ceodbw (6583)5 > Sl 3,509, G plyear]) (b S8 Sless 48 i) Alas
sbajl 03,8 (Sbjl | 355 (ealeiniay (55 L A8 (oo SeS oMl (6)R53)5 Vb 4 3,505, (]
Caio ;> GulB) Coyje bade il 2S5, ol s )] iy )8 5 il gl los 5 a8 Sy ) e
9 Syie e JS CU o (b ;S8 Oloas o aad oo (Ui bl Ll ()95 Codl (585
AT o ygles Kimyd bl g aliste (s sd o (6)Kan wlods &l 5 390 (sl 5 cans bl olulis
Gloa s &S w2 o i ddllas (pl A8 o S8 Coods (6,5K50,5 (slroguds ()bl 5 (aisu Sl daups 4 &S 3l
5 ol amd o Sl ] 4y o8 sl oMo (6,553 )5 5 Jlub glagylojls (sl (gl I3l S5 (2l S5
2 BB oo s lp (b S8 We8 Bl Sk Sl b b gee )3 5 a0 Rl Gb e g
LYV iy 5 S egl) sl (55905 andhs (5,535

505 glaasdgs jlodliwl Gl | cedlw (£)S03)5 13 pdicald) dgie dine) ) (5,50 ddllae
03,5 Cashi |y 6 ygl o)l geanS o ()S0m (gl (amo sl b (8505 slaadsd SuS oo oo 34
dgg0 lodd dgups g Ll Glods Ayl 4 (6)Sed (pl WS o pal)d 1) (b 5 mle (o lS STl 4 ISl
4S5 Sl 3,09y S plais do ()K83)5 Slaadsd dbml e e arie el (5)K83)S 5
@lie gpead Ly S Copi ) oMo (653,53 Y Jouily syl 3blie (g3l dawgs Wil o &5 3950
ly2l 485 08 o 4 ST a e S )] 1S5S (sl ]y 6B, 5 polin et alg e da S g
9 355 yoxie (§)5b3,5 Clodd (i il dgutg &) Wl oo ecilisie (a3 Glee (5)l0n Cugll e bbby
g e (658,85 slaadgs dbnl oS WS o Yl adlllas cpl ( JS gk s (Al (b e cols)
OLSel 2,809y cnl w38l oS geS e 6)S0m 5 opgls gl b Iy 6 0dicalB) a2 5B gy
S 93] 398 o yxio oMl (5,583,553 Sloss 390 &1 9 435 on oald 1y il 5 lin (5 IS sl
(¥4

1. Blazevi¢
2. Rau, Zbiek & Jonas
3. Odinokova



AL OLSod g gy | y3 (231 SBAL1S Sl Brwg 1 (Syb S5 T

SV guae £435 g yoimme ($y9lg 45 A o LS oyl )lre 53 CoDs (6,550 )5 dolio 3,b,0 ;50> (clanlllas

L b amd e ojla] (6, 550,8 dolio 4y 5,555, ol w3 Liulidl |y (o piucaldy o 1387 8Tl 1y b jkslo wlgo
(Y'\a ¢ CJ).}?‘ 9 uﬁjb ‘9}‘-\.\5 ‘LSS)'f u,uby) .\J9.w )lS)L» uls.&....fc_%).,.a.n c_:l.’>u.‘>)4 9 Lol ).) L_J‘)...uu

Gl 00 4§|)| uJLa)J L;l.a.»oli‘::-‘/&»‘ 2 e L;)i.f’:))f 5 u)ln)L» L;l.:bd”b} J.u‘)s WIR N )i!..) dlas

S Gl g 6yl (sl ohrg sladedg pamass wle «(y9l95 b)) sl |y slate slajlae o 3t

u.SLo)’Lw LSLQLS)5T93 Lgl)?\ &S And 0 ul.w adllas o,:‘ ] ob)f G’L»Lw 6)5193 Culo @L: ‘_’)19;& LY Ol)ﬁa)f

Y . w
(VW (SaudsSg) 9 i) cSuilond) 39 o0 e (UB) Cujo bais 5 (b piie

b9 9 (wilug Glous O gug
S o)l a8 5wl tblag et dgi0 53 Aok SE (Slacsilgrto 5,08 oy 4 slaalllas e eyl
ORIy Ohlen ol g 35 (il ©lods Jlioms slap ity )3 (65 4,25 Wl oo wcslio (6)8 Ll
WS iz nasd o Sk o il b 6 Ll Balad &8 amd o (LS adlllas (g8 (slaadl >
g 423 hal 38l (6 pSeia lie 4 T) (ibligg lacpiaSell Sl oslital plin 53 cols) g (o2l eles] Wi
g Dby cdame) 398 yoxie plt (b gl & Cole )3 9 W3 g ) (g lead L plilew (S Jolss
Ol s ol 03,8 () Glyiie by 5 QIS ol phe daly (65505 gl (VY Tl
o) 48 ALY g (6,58 o 1y ()bl g Slesd cuiS Wlgi o LSS drwgi g higel 45 Amd o
(Y08 aly o U ecanl) 3,15 3,8 5 oD (6,555,553 nidly

9 Srde Sload QIS Wlgi e ((Bhb S5 $950 o cusl ably 9590 (pl (owyp 4 K Alas
i g s oiten Ayl Digas Sy 3l (g, dalllan amd Liul38l |y oMl (6,555,8 loss 53 b ye cols,
st o (slapisly Jl dlauly G 5 am3 00 |y oSl ) Slstiie 41 & ol 38 jta (g i Cnsirgs
IS 4 ptalesl g (s3losiged sl pponsl iy 5 ¢ Jaon Jolis (b S8 (gl o gy 3,Ssg) S il ) 065
A3 e i adlllas (pl g ) (it (slajls 5 OUSde o (sl 50 9 y9e )8 slaoel) Bors 485
L)) oo slaa o s o)l slabally 2gm0 b ]y (iliee losd hgod wlatuilys o 2l S35 slaby) o5
(YoYF ol g 55L3)a) Wloid yocie o ylons (Sloyd gl Sams 4 Culys > 45 wind

1. Jonas-Berki, Csapo, Palfi & Aubert
2. Szymansk, Dziedzic & Rutkowski
3. Mohammad, Perdana & Nuraliza
4. Engeset, Hull & Velvin

5. customer self-service

6. Hardiyanto & Suryani



Yo)Lo..JB AA b)gbc\£0° c‘:’g))b Co e yra

2 5355 e (g e Culdy ol 4 Wlgs o ledd CutsS daugy A4S WS o wyp )50 Adllae (slaaidl
CoMs (6,555,5 Aile By sla yisu > )5 scwS (glp opads a5 pl A8 Gl |y (5o (g,lol8g e
(VoYY L g pb) 3l o3Lj Coon

o Lna sl sl 453l yy udha (5,855, 1 Jlimd slocsnls (81 Jyod b oy &0 %00 Wi
OAd Sl Eesl a8 WS o ol 8 ()R85 sl losdsilu satid slad 25 byl (& wimd e
ol wlodd dy wyiwd 9 95y laild (ojluwodls sSle Jlumus (sl g yslgs D9b oo oDl (¢ ,5is3,S
©5b3,5 > ySolins 5 a8 clanod (Ml less g Jluoud clalaly g dimd o ialj8l 1y ol p,l8
YV o) 29 omie olS3)5 (5 0lbg 5 culsy Sl 4 g 4SSl cedls

Sl gt (el ol S ) S Caadl 6, 500,5 3 Sge (£l fS S ] b lbigel (e
ool 290 9 iy Gl g (yide Colid) deme g (5l (sly Ceodlo (K535 53 (318

ol 04wy o5l03,8" o3latiw] oM (6,553 )5 >  blagg (sbacudlys

Al 50 " Sitg p 5 ST 54
i 65 €5 ) ie g b S5 5] ool 465 &5 3o bt b 3 eacSly 5 ST Sl 630 dnlllas
o] ISl o lome dmsls 8 Lo by 1S (S8 CeaMls (6,553,555 y0 Sy ot g Il o 4 Wi oo
ol b s ol (6)580)5 (sl ol hato 4y 5 L dmugs Gl)lS ol bl 0 S O ladady
oMl gblio 935 (gilwdise ) (sogad 9 (oges sbalad c (Shb Sy S )lie (Jos 3855 B9y L ojgn
il ceedls (58535 s sl amacunj ClasMo g assl> slajls (e (Sinlon caoni )30 )l |,

(YN Soglg g Si9iisSad) ab adlate )

S Fgwil 50 TKilgY CuS'gy

o3l &l yglgs g )l S geanS Coyle o dbl (Db K& Jse jl (s pgnl oS 0 SilgY cuSg;
date SO Gloisds |y ddlaie culis Leibds wange slapiuaw g Slods Ul Doty 1 35 pod ol 0
Olpde 8l L a5 gladdllas .cal 03l Zuoly 35 (g)lub sla il asl cooly ioliel Mol e (6,K55,8
35Sy oyl 1 LB oy 390 |y piw g Slond (UKl Lol da) du s plosl BasSasl g 5,K8,5
g oddn e |y ljidie 428 sl 0l |al aecinnj 5 (sleial (ooladl g)lul () Saa b oS
LVYF sbgs 5 g clalyl cg)) ol 03,5 S ailaie )3 oMo (6,553)5 5l dawws

1. Yum & Yoo

2.Yin

3. Wang Hin

4. Bukit Lawang

5. Ridho, Harahap, Loppies & Subarna



Ve Ol § (g s | e 3 (2 AT GBI Sl drwgi 1 sk S5 T

SFgwl 38 (PT-IGJ) S st
aS ol i aladss 5,5 edlaiwl S gcws by 3550 S5 j0 265 drwgs Aulyd 0 b Sar il Qb oyl
ol sl g Jpame 6yglg (moolidlay 5 (20D (OGS Sy ol 0 (Pl SE slaie 65,54
otz ol pigealy (8l 4 (ygls g ik ) bkl pl (LUl cusl oantsy Se0 1y 5L L

(Y ) 15 yocie ceadlus (5,55

S P9t 0 TGS 9 10 Cwdw g R0
Wiy |y oM (6,553,855 o5l il slaalos] Cuan] € 53108 £ 560 IS geunS 3 yo (595 (g3 )90 dnlllas
M gl 5 05 55 sate CooMw Glosd g Y gz i yled g o shb SE 6084 b, g ol 2,5
SRS Lo 3l gleoged Sl] g (b ke 4305 90 4 90,8 ool | (S)lie JleSe 5 S g

(VoYE &)Yy s)lg) 45 et oMo

ai 33715 48 (S gSumo S BB (5 s

E5i S gl plyieas |y S BB e gl ol 10 4 sl o (2 B Sl Glaiges b
50,5 K8 ()lul Cusdl 4y w5 W D] (63,84 paste slady o Sk K&l eslail b asS e Copie
(07 g ygn 5 JSAS) Sl 55115 o 351y ansly elain! 5 (52l bl oo

o 13 o !
Oyt g (i Sy logad oS 5y a5 Conl 030> dxwgi oDl (6,553,5 (glp ailyolgs Jae G adlaie oyl

(YoVY ) S o SaS oo (o3lat] dnungs &y 5 MiSu o S9ste |y g yitie &y 0,500y ol 35 3 pe3

SFawl 8" 5 35 0 Sl 58 K3 (5 Kb

U @lls 5 dalle pgal 45 A5 Gasuia (598l ) G5 e sl ) (S (6 X80,5 Bl imgh
slejls Sl o (b (SE 3,59, (05,54 &5 wad o Glis adly cpl )l bjyide cold) (g pSade
395 hlew colidy (ili8l 5 Glods CodS dgmy cgo 5 48 0dy5l 0 g (plulid (65550 ysbay |y byt
(7o7e esl)

. PT. Jiwa Gelora Juara
. Herawan

. Yogyakarta

. Putri Kadaton

. Warih Wulandari

. Kerala

. Kokkranikal & Morrison
. Yunnan

. Fang

10. Jawa Tengah

11. Sukma

O 01 U b W —



Yb)w AA b)gbc\£0° c‘:’@))b Co e A2

e 8T 8 GG .

292 Sl ST 40 'JUG —g¥q 315

P Cagl 30, S09) o=l RUIF g Ay RS Gis > (2 SE Gbdhl ) p 4 adlas )l
Ulg oo ol , Sa5a S S KW ‘5559‘1 SolS,l8 5 BasS s bl 038 Sk L;”Ty' 5 SO 35!yl
S )5=idyS Camio 1y 4l g ol ol > 9 D Frwly BAiSGpas joxd b 0 lajlo 4 (o550 Hsbay

S 555002 59 bwl (5 5w ¥
dl_{zs)‘}] o> )’l ol ob)_f G:LM:L,«: 1) L_MJ d)m.))f 5 ub)mm d)lblé5 » yoe dJ._.,lf JA\}C Y3 L')i‘
oy a3l os slrawsgs u’l")‘)l" sl gl asdlas u"] Low! ‘_515 slad g oz gl ou dayleyd
5 SewdgiMo dgg,iS) 48 S8 0l3, e o Lol cols, Liolidl g b yide s 4 3l o 45

(Y'Y\'v 5“.)9399»)

wid Y158 30 "HoT 1995937 yliaw slows
a8 ol sl b e Colus) aas 5,Lsp> (slaalllas 2> 5 55 chin s (Sby s d3gy02] 32 350 ()
A At oo St |y (hlen Ao (6 pSenin e bdn by Culye g oadgilupasid Sloys slaasliy
Ol Csto Oy 4 oo 4yl dlge ual g Camajlarome b )53l (slmogasd Sl odlisel )b 5l 55lk 4 e o

(YN sl ) ol 03,5 (SaS caodls (6,553,555

A5 5 30 Sl (5 SRS 5
oSy U 5 e LMo lods cuiS wile elge 4 o 5l LT )3 o YA+ 1 o i

sl el sepy o ol low oyl 5 bajls Syd cuenl p adllas ol 5)ls o3b5 4l b jiie cols,

A Z N P . Fe) w (TR Z s = = .- e .
(VY T35 9 G cjesg BB glgl @lS5) canl 03,8 A8 oMl (6)K53)5 & o8 8] 5 (L)L

5 g 50 Jlumms (o BT,
0355 S8 gy b Joli 5 S g 3p8al S5 & Jls G dLlS a5 Pl il 55150
Ol ol cods (,853,5 ) Jlab (sl g & )5 slasiale)] slial g o)l slajls 2 S 08l
oSl (6 b) iz Wl 1) hlew 4,55 5 Sleyd Sless cuaS g s &l (g5 0B, Gless b cuwl 0ols 1,

F &8 .
YoV cbsRoml g

1. KwaZulu-Natal

2. Kantorova, Mlazovsky & Svoboda

3. Amla Ayurveda Hospital

4. Beny Paul

5. Tengilimoglu, Tas, Sonmez, Bircan & Giizel
6. Tkachenko, Plinokos & Zaporizhzhya



vey OLSod g gy | y3 (231 SBAL1S Sl Brwg 1 (Syb S5 T

izl A e Ul e B LLST (slaaiylyd g (b S (6,5 4w oo Lt adiged
) (stonii)l g 0,4y ianio o dasly (slajls & 4295 g (59l By 3l AT S8 oDl (5,550 ,8
5 Olod s (oLl eg o 428 3900 b 2,50y ol emizead 25l 0 B 1) Sl dnusgs (sloatio; 45 25 00
Hpglie laidl g ez slailly julp 3 | codlo (6)R03)5 sl geans oo (slas Kot s
Sphcal) g oS85 cold) Gl 4 Nlg e (b SE s )3 3o Gl Bl dssle ol g 35l
S (S8 oMl (6,53, 5 g slacdle 3 lats gl S99

(s Pl eaihb) Ciliseo (glo S I 3390 (sadiges (yy 5 ety Slllas jload] sl slaodly olul
FS Sl ads o 4595 amd e i &5 Ab (Shb (6)l5 Jae S g Min S5l o oly)S ]
) S S8 M (4S50S 055> 5l dmgs oo 53 5 (2B (sladl B dgy 4 Wl e (AL
2y 15T dasle slajls 4 a0 5 Class )] ) (ool (i D e (65lS0n Cuel s

P b S8 G e g sy i ol Gl oty Slllas slaosly 4SS L (ogrde 3509
o)y ey e ) ST lidss clp olasliin g 03yl walyd cwodw (6,553,558l 6 b o)
5 =Sisel slaeliiul (ol 4 45 Codle (5505 Catio 590t ool Jdod 4 (i 5l 5y
S elmodls Joulo oo (gl sl 0ud abls gy )l 5l (Sl S& 5,59y S35 Shpdy GBIl ly Sy

GH WS v B G PES

Coollw (600,85 1> ol Si5 olesl o 5ol o b Cudgusms o L .Y Jous

34 2,90 a5 Sl sy 50, Ol gi Cudgaome/ il

Soglp Simp i ¢ Slojlo Kimjd ys :
Cind g Jlojlo Sl pas
Olyyte b gl o glaid) o by Sen

oM 09>

Slaasl &b gl

bl S8 el g

bos <objel il &lge

sla il pab (s)lul Kim b zug s

o (5y9d

2585 sl g5glsaie 3l ealitul (g)lul xel>

<l

Sl ol Glaos )l 99

4L 3l gl 355 ()l

LS)‘-\:‘.L,‘. LSL“’C‘%39'\"*°

Jlows ccsloy;

Sl

Uy JUzos lacslay; de
Sloas bl ¢ Jlions oMo gla g5l
oarass (pels slajls 4 oSl

4Yole (e yawd LS‘)’. C.:l.w

—lge ol bl al__ols

Jlasl )3 Cudgd e g e

@ Rl oyt
sl ©loss

u““"”“u"’gl SlapeS

sonl is)lSen g (bl She slasilyl
5 Uil «5ysls— sl sules Lo

wpuu_aslf\

e glagby) 4 (25 S
b S Byl g
5 plp ) (S8 Canlie

265yl 53 Cuoglia




Yo)Lo..JB AA b)sbc\i'ﬁ c‘:’g))b Co e vey

3 2,90 512,54 (Sl 50,05, Sl Cadgammal pille

T i35 syl sloalls ;
)‘ oolés_w! c4_:|)5‘9; u;l_J))l ‘_gLIbLg):‘Hl ) ).ub u.?u.w)L.a&l
o3y hlos (sla) ! . (58 2l el 4l
. e Gt (Shom
Culbge Sl sl

(s Glaol S g (bjgel caasly | ,SE lpl ogu Sy alols
ozl cqale Ghigel | espglos Simd hygy edteban Ghjeal | (593 Ml (b | g Sl el

Jboms Soste eased 5 Hlie 5 CaSlle s Cosd | lod S Buada ) o oo
Obisd e )lSen 9 L)l | (o)l 5 SS9 slapille

G525 5> GBS sleaild o (ol SE plesl )3 39290 gilse g o il Jlod g s sglaiens

sl 0 0213

oo Jo (ol @Y jla Y USS

A5 pleal ol (slasaly g o ylSol, US55 Jolse dailly ghe bilg) silocilis Gan b Jae ol
b ol &Y oz wodloity osrio Jbo Cusl oad (b cuadlo (6,850,533l slaanls 5 Hlb
Liol oMl (6)583)5 )3 )l dewgi 5 (b SE (g dlatly (gl ) (paSude (A S b 45 355 (o)
oM (5, 550)5 )3 pllo Si5 pleal g )3 ol b g Y ol el 4 5385 jglody cols] 53 08 0
lncudgi s  lojlus ailge ol ¢ L lllias (slaaiily olul 1 o tlly ol (¥ US) 0 dalgs azsls
DIl SBBISS 5 Mo ;3T ot yluiel sl 5 Canglie (iligg Sloss & pl b (g yid (550
e Jae g cadlw (68835 3 (b S5 S50 silwedly | le wlgs oo Pilus () il ©)lae
) sl ledine g Jlod > (atule B So e oS Sl o JSi5 (Lol iy
Y ool ohbad oLl &l dgm g4 b S8 pled] e )3 sl (Saw a7 oo il (Jol LY



vig Ol g gy | e y3 (2 BT SIS Sl Gxwgi 1 2 lyb S 5T

Blos ol b il 1558 o dslge (5lsd3 b 1y candloo (6,553,513 b 1S5 plesl Al 48 3500, o oolsn
S Ble a8 wily pite (Soym Jolss U (B3I (sla)lislo il oo g st (S059I9SS g (o (K ¢ Slojls
G528 3 b 1S lyal sla il Kigd o 05> ol AL slasnlp o (b SE Sge (sl
2 Spigblhasl pae lie 5908 (L pde (sl lo (b D Gl (Sialos 395 5l Wl )l cadles
Layline 395 9 ($9lg an (ooloiel o g Cuoglio (lasd &y (g yiwd ;> (elatBl 5 Lblyie (Slacglis il s
lge 1503 j Mo (65805 5 (b SE 5 g0 o L Wil laasds 2518 (ien Cudbse oxi
ploxl 5o psboar Codlu (X835 )3 (b 1S5 plesl B gl o pite g (ololid b lapille () cunl S
il lyn 48 WS o pasiio (Latlly) Jol &Y <ly )3 0k (2alS 0 ol ) (,3L08 wlge g 254
moe sl )l Ble 4 lse g Blus jl (glasgarme diwn [t o Codlo K535 5 (318

oy ki go ailyglsi slodSus)

oo Glovs dgys

P\

62919 S 3 gy

5 Ghal3il

culs

olSda 8
ey Hiv|© LopmglS oo

Srdy caldy co ol

CaoVlw (5,500,530 (0 81,15 suiyly8 45 ol pb SiT sled] cogpde Juo Y JSUS



Yo)Lo..JB AA b)sbc\i'ﬁ c‘:’g))b Co e v€o

Joolse ol 58 505 3l A 3 00,85 slagilly 2 a5l o o8 Woss gy Jolse p3d &Y
e Jelge ¢ ji5u cpl )0 S SeS Codl (6,853 )5 o b Sa plesl K9y LAl b ks & Al o
L saiSenles aily o 45 WSLs (piled 5 sl dles 505,135 156 5,800, cpl slpal 359, » lg 0
Olie 48 Luyiwd p Sl g (Jlo mbin md o olis |y codlas (6,550 )3 Sloss baiadddly)l sla lo;lo
Sy 45 g Oled s (giluwding sl yeomeodls slalpl g (ogian Shoe (Jliznd bt jl odlitu]
S 58b oMl (5838 > (b SE gl L9 2 ite b e ygbo & Wl e Jolse ol 48 2B 0
Ol b s |y b il ol wlgs o ol pito da oS 0S8 o asuitio (J135,50 Jelge) pgd 4Y (adly 45 anisl
M e U a8 o S8 B0 15 paemial 4y b pusio (o (3485 C bl aiS WaiS 1) D95 90 @ilge AilgT o
S (phb balps g ln |y il

Cogi 1y S ,5b Jalge g ams y2alS 1y b jills aiiles o 48 30y Lolais] s,y 4 Jio pow &Y
5 Jlioms lacsloys iy closs Suimsdl) g aolioslon oo oz 38 & (Shb S8 b Lo
2 Cudlads Giolidl g Lad e (ialsS wleMbl a4 o yiwd Do (glp Jouws (sba g5l 5l edlatul 5 ilags
U e g Olosd cuisS o sl paseie slaybas (hb g b)) le sl sbogud dawgs loss
Sl oy Sl 5 gy 6)5em g pgly Sim b gy 9 Cendlo 505 Loy (b SE
Cign dy ASlgl o a5 Witud (6,500 )5 Co pie g ool ¢ b wile Calises (sbrojos (Jlaastio (o) Kon
Ao aS wad o iy (W)S0l)) paw &Y (zdly ;3 a8 KoS codls (6,005 o (b Sar plesl anl)s
9 OMSde il sl |y oo )80l cpl g2l 38" Jo ceslie slags BTyl Bo)b 51 ) il ool plgs oo
LS oy )lged Codas (6,853 )5 Cariuo yd Cadie Ol s Sl

A e i ) shb Sa plesl o b, Soly glial 5l ol Cote gl 5 bisely (Jio o)l &Y olys )
Colid) Galidl g pincal) 9 ol dewsi j (i (2l 3890 sl &5 w3 (L (el p)le &Y
iy olgs oo Sl de cwodl (6)K33,5 )3 o), 55,5

lrisly S5 o cuadlo (K025 (B 5 (Sl i oo il 4 e o Lt (ool Jio
Sl ) g (6 S ISd LSl S cl cpioman Bl il oljen 4y 1) Ll dxgs oo o 9 (5590500

S oo (ilodings ) 3390 laud b ailygles loss Bl 515k 3l g 55l e wald 1) pdical) 5l



Vel OLSod g gy | y3 (231 SBAL1S Sl Brwg 1 (Syb S5 T

L b aiS oo S8 aglojl g 01,3l 4 o8 sl oad (m3lojls Jolaogids )3 S ©jg0ts (ogie J2o
Loy, inles 3 Wil (e ol 53 S 305 | 3gste sl 8ol g ookt |y NSt cuals: 3,505 S 3561
O 1) (5 S o slod ol g (635,80 LMl 8 > prno g 5,05 (528 15 Cilises sl iz o
DD 0

Lalyb oy iy iy (IS 51 l3e 5 o o At o it SIS Jelge 5 e oy (sl ild
SaS M IS g 6y S (o983 it 53 4o bl el sl et golie 5 ol o dasoxs
S n

L Oy 655 4 M3 ol 5 A8 o pasudie |y dlSlie puass dn)lS0l) g 38,55 Jelse oy (sl il
Ll i 51 e Jla sobds 3,8 4yl bons] it sl Lials (el omolio (sla ol oS b (slo it cslis
) IS ol g anass 5 (e slaculu Bk lgie @9b alid IS 86 Jele S lyiea; SIS
b Lials

2l o et gl 5 ety )50y (el o poritans bl)| Sk dasely 5 )Sely oy slaild
Dy daled tin 35 5l Aoy g uild (gilwaigy siiecols) il (ledd CuasS dau

ol dn Llgie $95% «ooleidny slo)lely 3890 sl & 3o (L5 dadaly g o)l slasils
Lo lSoly (sla] liom 4 45 Lno (& fal adtane Ay o Vgano Bl ol yeon 2938 pxie Cuto ol
Aalodl oo (gtite (sl Sl 4 ABl 5550 5 5380

3590 odalcuwddss (slaialy 48 wmd o Ui g 513 WS polae (6 ,uS3b g oMol 1 (63,95 5b sla ils
g0 Jlosl 01l oyl dgum (gl SNl Gls Sygo 3 9 4B S 15 )

G525 5> R AL slaa il gypme 0,805, o lsisar 15 )00 418 Jae ol 550 0 (b S5
D509y (rl 45 o0 U (g 4 A CS o 5 S 50 )3 (ALl S (518 A8 (0 cobin ) Ml
0935 ol (g S (sl ol oszla Jde ol ol IS8T lasaly 5 o)Wl o il oles
e ) a6, 5535 (6 piucoldy 5l 5 Slidas (slaylSl

b Ol s lgiee cadls (6,853, (B 3 (b S pleol o amd o 5 (ool Jio
Jlod jmogdle Jace () S Cnoil |y Ctio (6 p a5 olily 9 40 ) ) Closd CudS S S5
A8 o SaS 3Ll slaanls DS Gl Sloss (giluatay wilygls slacspliiel Sk 4 da il
ol (5 pdclly Cogh gk drg (S0, Cald) 3gme clod S LRl Jols ] ealS sla g5
bl @SlalT gy Samemias 3 (o LI dali o Glpte (IS Culis (B85, preal & Cos2)lr o]
Heoglas gl ao pliwd e 5 Cato Gl 550, Ses doe sl Slles slayBely 2l il
S o S



Yo)Lo..JB AA b)sbc\£0° c‘:’g))b Co e vey

g3 sladl
Caglio yolas (oulge Ly ceadlw (6,553)5 (2 BLLS 50 (ol S& gl & ol Lt adllas (ol sloazily
slacudgione g (IS g (Sin b o il (bline Closd 4 plyy (oo pas (Jlo @lin 39008 Slojls
olaiicsd § (L L (S el 4 55 5 o0 oty «@lgo ol 2 ale (sl sl delse (5l (Bl
o hisel dasye (sladled o Jolai (2l S8 g6l ook 31 @S9y cnl J) e sSose ly S
oy lSon dbul g (e sl (g5 5 Lyl Sisel Jliomd g slasysld 5l s Sese g Sl
b 3 5le (o (slaisygld pleol (opizmon 55l ol 2 5,555, cal (ileerly sl 1) omlio st (lalline
L))y Cloas gilopased Sl wadl (6)503)5 slasld 53 Jlomd slaylil g 03953 cundly ¢ ogian
sisel soolS ) ()15 5 Ml (slapitly ook 51 il Jols (gl s dloml S o ol 1y o &5
S g 1) GlaBisd e ()5 g 55l Sim b Al e 5
lm il Wl e ceaMes (5,553,8 Ln BLS slotilp ) sl 1S5 plesl a8 oy s e slaasil,
G g (s pidie Colidy i 8l aS a4t sb calo cal )3 ol B Culbge  sadS ax oy 5> e
5 @LaBl (5y50 000 (Slopd 5 iy Slodd CoudS doe 5 ) Cagl il g code )R8 5
2ad o 25 iS55 Jlag 3 oy ol s Jlt ]y (Sim g elain) Ol 5 (lamotuns
Bly slaasass 5 slajls S5 5 Jaen Ml (8835 Cold)y g 20 ()] o Lk SE i e
el lilyd g Chlasl b cuslie oS WS o ol 8 1) Sloss (Sl Sl s ()S53,5 5 o)lo:
e e S8 a5 i)l g oy wlesel Ll cael yol oyl ail bl
il oLl (b S BEMS (glad Sy oDl (650535 eV gl dawgi 5 5yl Ll8l @

ol 45 ol e 1S e Sl |y ametinj iie ST il sl gl sl el sl qibie
o (e galsr g Clas Bl (hlon ple (Kin 3 5 (elaial OMelas 390 sl a8
25 Syge 555k g 5k sloged

b S8 5l S0 1 (50,5 o) gcnS (1B) laca o ()l 5 s piicel) Cosls o
Ol g0 9 3,000 walyd o) g (gl ) et (oo 35 &) ISl elons &) 5 iy i
@ )5l el (b S& 51 (U s phiBllan (pizmen 9 oo (lelliw aw )3 (B o
A8 o w1 Ghles lajls 5 515k s |

OBl il sl by plaleil g silusdisal ok Sl rtdling 9 Gloyd Slosd gl gy @
o aS anly (e 5 Sleyd el sileaine Sln | g gty Wlg e iblg Closs
L1y (bl ot (90500 9 2900 e (loyd sl ja (Al g Clad (isu il il
Sy e

i 5yd9) o b e 6D & otz sl b s ohags codles (6,553)5 )5 (S)b S5 ple]



viA Ol 5 o9y | y3 (518 SIS Sl Arwgs g 2k S5 55

slagilly Syide joba wilg o Glailisd (b S slagidaate sl oslitul oyl o oalb oy o2
ol S 2l JsSEsly 5 il G ald )3 g WS (S ol g (951 Ceedls (£)R80)5 )3 ouzy
Ceodlas 8393 3 s duangd 3205 CBlanl b g S S 28l b 9 ololew Sl Sgute & Wlicoe ple]
(VY < anyg) 395 Lol o 9 Sinlan

dnalr 5 (6K82)5 (slaygilpl o uilagy losd pEamLl] e (6)Sen (oMl (6)583)5 > Cudidge <l
Ped e 55 5 saroly (Ahb el g WS 0 S8 (6585 )l drwg 4 by en (bl (65905
1331y Lacoyolys oy g 038 oo sl dmsle (sl 51 sy 53 (2 &gl Jolye p> laiisd < i
9 slmis ) iy (sl S cmiopon (V¥ I STl 5 bl Tgtal bl lgu) a3 0
E5d S Caino (ol oty b cuslize 5 &l slgs slaow] BB 4 Wl o0 (g2 slaglojl 5 pogad
LTF TS g Gl (e f58) 258 S8 candh

a3 a2 )by ygony ) Cadl g Jloy (8535 &l b e drsgs o] (sl el S So> (S
Wil 4y drgi 5 R83)5 (Able g Sly) (ena s & Sy olop pegde il b Jue cnl xS
oS g5 e o8 slayis Kg) b Llyen ot glagleyd g Codlo slacJld L (S closd Sy
X TY Iy ol g ) S g |y K3,

Clllas ool (6958 sa)Bely )03 I j oMl (£ )X83)5 iyl > et (5)luk 4 a2y
Lo pinwsST 4 Gl 51 1 050 atily dv i Lo ) Jluo 4 1L 059 ol )3 (c3)dely a5 w0 oLis
BT 0l oMl (6)583)5 izran Y+ S Sila) al nlS o ke sl il g 395 (5555l
ol gl <8 )lie 3ok 51U ams Gilidl Jaomecan; Gl g (xib gl pogad 1) oS0)5
4028 e alime o) 1 ST (VY s Sy 5 g g Uy sSiosl) b dgue lawoes
4 3509y ol 9B AV e (£)R80)5 dngi 5 gl ol Gl el Al camd oo )l ) o], S0,5
el dewg SBlaal slily )3 5 38 o olos (b lalame clis 1 3)J35 o plinl (Jore slapiusS]
(VYF o 5 5) WS m S

o b ) SE jledlil o)y (ege B Cudl (6,555 0ai] 1 5 polie (553 g (5 pdydllasl
d9-te ) Lol ablS (glad o5 (ol 2 9 48 b5 1) 298 slaaaliyy pslio g0t b A o S8 laicsd
Sl (63902 (dasme Ll yd g (ST S pae Sloez 5 50 @pw Sl b )l lp pdySllas] cplains
\RAARRULSE PRSI

. Dorst

. Suardana, Astuti, Jaya & Taufik

. Keivan Hosseiny, Aryakian & Aryakian

. Wright & Zascerinska, 2023

. Jiang

. Andelkovi¢, Vapa-Tankosié, Petrovi¢ & Liberakos
. Ge & Chen

NN R W N



Yo)Lo..JB AA b)sbc\i'ﬁ c‘:’g))b Co e vl

SN8,5 sofoy s)lk (pliisd il 5 jls 3505 b Mg (Sl S8 655,84 (ronen
Vg 9l 5 3Ky ol 505 3y elmadl i L) ABL pylae Bulad g 39 ludien; g am3 S )
(Y-vE
Lot jlosliiwl i Lasl oMl (6,553,539 ) (8550 L5 Ml5 oo 55 (195 slaisyslid
Sg-te Ssl K85 () Gralidl pogde criadgn (slas sl g ooy Jol (yel slapians (ilige codls
Ol L g gl e oal 8 1) (SLo)s (slsi 458 (gl pasd (ISl ais sk ol D5 o0 Slosd CudS
Bjg=> 5> Modgn sLaisyglid (65 ) LS A piman (Vo VY () WIS (o Cugl |y () )S00,5 (6)blg «uls)
Js26 Jlo o Sllanl Ly g 438 o Jugnd |y cilisee laiiisd o S tdio (22 81505 el ceadls (6)%,5
eSS (o3Ll) 3yl olyen a1y oMl (65835 53 Sloss (M 9 g b e Bkl (K25
oS I3 Ll e cadls (6, %83,5 )3 (2l S5 plesl iggemma 3 (Yo VY I Sigglinl g s SSoLe
oMl 5 (55040l )3 sl dlasl (Sloys xSy o e Sbml (larecinj (5l 4 dr g (lisd Gl

gl ool® (]S53)5 (sl g (Slare 9 A8 S8 Cartio cl Jnly dwgs 4 g slacs s |

& 5 Ao
S5 L b plosl oDl (6)583,8 bjg> 53 (2 SIS Sk dngs (b sSE b s i b adllas ol

e el S5 g 5k drg (B oMo (655,5 (slooje )3 dg29e Slodl gy g 55 Sbo
3lwdiged (sl ol JSutie iy Juen) (b S il Jolje digSe and 0 (LS &5 A8 )] cogrde
5 e Dlosd S jaluo dgut g 4ilygly Sloas dlboml )3 g )8 5 GBS 5,S09, S plgiea; (Lialesl
9 OSB2)S e 45 Ll Bl lodd CudS g 4 Wl e 9 S e Wl (ol 3B by sl
IS S8 oMl (6 K835 Canivo 53 (il Gl gyl cla)l g slx]

52,0 )18 cedls (6,5 50,5 ( BLS slaatlp 3 je )3 2l SE oS ol Lt bl egrie Jo
Sloas gy plpls (o yiod il 1l 53 Cuoglie 5 ()l slrcadgizes (Slojlu glse aiile L pe sla il
28 o050y onl bl Ol 1) Silee sBIKS 5 (5)lsle slacisgioe (il

AL 5 Sl il S plyean lg e (2 SE 4 S o a0l Giagl onl ggecre 5
S lgen |y Cato ol €ty o ol dngs g (281550 (615 Bask 3l g 5 edlitel Codls (5)S0 )5
Sl (6,555 )3 53l 5 dmogs Lo s sl (295 3 oolol 3,509) Sy plgisar 1l b SE ol
SIRBUCECTESTS

1. Charpentier-Alcivar, Hernandez-Gutiérrez, Contreras-Velazquez & Proaiio-Varela
2. Panyadee, Krajangchom, Sangkakorn & Intawong



Vo Ol § (g s | e 3 (2 AT GBI Sl drwgi 1 sk S5 T

G5 M (6,853,5 sln S ganS 3 b S8 5l (g S0yt 45 Am3 e L g lagy § Lid oyl ,Sl

Al piSls @ 1) Cais cpl )0 35350 (gl il Ailgn B oS andlys 065 5 g sl Jse
g Slojlw 3y Slae o (Ao 1S5 3T b S oo ol f oat] Slillas gl |y (Slaieej Gimgly ol il

B39 o de (g 5 anegi S )3 sl)siS )3 o (iluesly (NigSe cedlo (55555 sl g’ Jlo
A4S 1S S olbdoly g bicuwluw dawg 4 Wilg oo ddl pl 5,5 5118 dadllas 3)50 gy (sl yguiS )

o Cow d)if}b)f o j Lm)5,.ilf Kl d9ud2 9 uJ.LJlu,u Ol)Lo.ﬁ L pand u.ul)sl Wledd CuaS dlii.'i)l

Niga o0

References

Aall, C., Dodds, R., Sxlensminde, 1. & Brendehaug, E. (2015). Introducing the concept of
environmental policy integration into the discourse on sustainable tourism: A way to
improve policy-making and implementation? Journal of Sustainable Tourism, 23(7),
977-989. https://doi.org/10.1080/09669582.2015.1032300

Akmal, A., Foote, J., Podgorodnichenko, N., Greatbanks, R. & Gauld, R. (2022). Understanding
resistance in lean implementation in healthcare environments: An institutional logics
perspective. Production Planning & Control, 33(4), 356-370.
https://doi.org/10.1080/09537287.2020.1823510

Allan, J., Ball, P. & Alston, M. (2008). You have to face your mistakes in the street: The
contextual keys that shape health service access and health workers’ experiences in rural
areas. Rural and Remote Health. https://doi.org/10.22605/RRH835

Altman, M., Huang, T. T. K. & Breland, J. Y. (2018a). Design Thinking in Health Care.
Preventing Chronic Disease, 15, 180128. https://doi.org/10.5888/pcd15.180128

Amouzagar, S., Mojaradi, Z., Izanloo, A., Beikzadeh, S. & Milani, M. (2016). Qualitative
Examination of Health Tourism and Its Challenges. International Journal of Travel
Medicine and Global Health, 4(3), 88-91. https://doi.org/10.21859/ijtmgh-040304

Andelkovic¢, D., Vapa-Tankosi¢, J., Petrovi¢, V. & Liberakos, A. (2024). The multidimensional
role of health tourism as a part of the green economy in the function of sustainable
development of the Republic Serbia. Ekonomija: Teorija i Praksa, 17(2), 43-58.
https://doi.org/10.5937/etp2402043 A

Avel, U. & Yildiz Durak, H. (2024). Pair or Group-Design Activities: The Effect of Design
Activities on Problem-Solving, Design Thinking Disposition, and Design Thinking
Traits. Psychology in the Schools, 62(3), 834-852. https://doi.org/10.1002/pits.23356



Yb)w‘\Ab)sbc\£0° cu)‘g))b%ﬂ.\n Yoy

Balcioglu, Y. S. (2024). Exploring consumer engagement and satisfaction in health and
wellness  tourism  through  text-mining.  Kybernetes. 54(11), 6886-6910.
https://doi.org/10.1108/K-12-2023-2721

Becken, S. & Loehr, J. (2023). Asia—Pacific tourism futures emerging from COVID-19
recovery responses and implications for sustainability. Journal of Tourism Futures, 9(1),
35-48. https://doi.org/10.1108/JTF-05-2021-0131

Beny Paul, E. (2019). Health Tourism: Customer Satisfaction with Reference to Amala
Ayurvedic Hospital and Research Centre, Thrissur, Kerala. Asian Review of Social
Sciences, 8(S1), 84-87. https://doi.org/10.51983/arss-2019.8.S1.1487

Blazevi¢, O. (2016). Health Tourism and “Smart Specialisation.” Utms Journal of Economics,
7, 85-95.

Borek, D., Bugajska, M. & Raniszewski, S. (2023). Innovative trends in health tourism —
medical, legal and organizational aspects. Scientific Papers of Slesian University of
Technology Organization and Management Series, 2023(172).
https://doi.org/10.29119/1641-3466.2023.172.2

Butler, R. W. & Szromek, A. R. (2019). Incorporating the Value Proposition for Society with
Business Models of Health Tourism Enterprises. Sustainability, 11(23), 6711.
https://doi.org/10.3390/sul1236711

Chang, K. G., Chien, H., Cheng, H. & Chen, H. (2018). The Impacts of Tourism Development
in Rural Indigenous Destinations: An Investigation of the Local Residents’ Perception
Using Choice Modeling. Sustainability, 10(12), 4766.
https://doi.org/10.3390/sul0124766

Charpentier-Alcivar, A., Hernandez-Gutiérrez, D. N., Contreras-Velazquez, L. M. & Proafo-
Varela, J. (2024). Contribucién a la sostenibilidad de los emprendimientos turisticos,
utilizando la metodologia Desing Thinking. Revista Metropolitana de Ciencias
Aplicadas, 7(2), 100-109. https://doi.org/10.62452/w2c0n996

Dobrovolschi, M. (2024). Entrepreneurial Behavior in the Health Tourism Market. In
Devel opment through Research and Innovation. 242-255.
https://doi.org/10.53486/dri2023.18

Dolynska, O., Shorobura, I. & Binytska, O. (2023). Innovations in Tourism. The Scientific
Issues of Ternopil Volodymyr Hnatiuk National Pedagogical University. Series.
Geography, 55(2), 58—64. https://doi.org/10.25128/2519-4577.23.2.7

Dorst, K. (2011). The core of ‘design thinking’ and its application. Design Sudies, 32(6), 521-
532. https://doi.org/10.1016/j.destud.2011.07.006

Engeset, M. G., Hull, J. S. & Velvin, J. (2016). Promoting service excellence for tourist
destinations. International Journal of Culture, Tourism and Hospitality Research, 10(4),
440—454. https://doi.org/10.1108/IJICTHR-08-2015-0097



voy Ol 5 190258 | e 3 (81,18 Slasisl Bl Arwgi o 2ok ST 56

Erkanli, E., Kilic, H. & Ozturen, A. (2024a). Sustainable Recovery in Health Tourism:
Managerial Insights from a Mediterranean Destination during the COVID-19 Pandemic.
Sustainability, 16(18), 8171. https://doi.org/10.3390/sul6188171

Fang, J. (2023). Innovation of Development Model for Health-Preserving Tourism in Yunnan
Province, China. Asia Social Science  Academy, 10(2), 93-101.
https://doi.org/10.51600/jass.2023.10.2.93

Figueiredo, N., Abrantes, J. L. & Costa, S. (2024). Mapping the Sustainable Development in
Health Tourism: A Systematic Literature Review. Sustainability, 16(5), 1901.
https://doi.org/10.3390/su16051901

Ge, H. & Chen, X. (2024) Research on Tourist Satisfaction and Behavioral Intention in
Ecological Health Tourism Activities in Bama, Guangxi Based on Structural Equation
Model. GeoJournal of Tourism  and Geosites, 52(1), 221-230.
https://doi.org/10.30892/gtg.52121-1198

Gheorghe, A. F., Stefan, 1. A., Stefan, A., Tsalapatas, H. & Heidmann, O. (2021). Design
Thinking for Business Innovation, eLearning & Software for Education, 392-399.
https://doi.org/10.12753/2066-026X-21-049

Gkevreki, S., Fiska, V., Nikolopoulos, S. & Kompatsiaris, 1. (2024). Enhancing Sustainability in
Health Tourism through an Ontology-Based Booking Application for Personalized
Packages. Qustainability, 16(15), 6505. https://doi.org/10.3390/sul6156505

Goldsby, M. G., Kuratko, D. F., Marvel, M. R. & Nelson, T. (2017). Design-Centered
Entrepreneurship: A Four Stage Iterative Process for Opportunity Development. Journal
of Small Business & Entrepreneurship, 29(6), 477-490.
https://doi.org/10.1080/08276331.2017.1377396

Guzairy, M., Mohamad, N. & Wan Mahmood, W. H. (2024). Dynamic Capabilities and
Technology Competence: A Study on Firm Performance in Groom Big Programs.
International Journal of Academic Research in Business and Social Sciences, 14(10),
3110-3116. https://doi.org/10.6007/IJARBSS/v14-i110/23168

Hardiyanto, A. & Suryani, E. (2024). The Development of Customer Self-Service Prototype for
Readymix Concrete After Sales Service Using Design Thinking Method. Jurnal
Indonesia Sosial Teknologi, 5(12), 6192—-6205. https://doi.org/10.59141/jist.v5112.8859

Herawan, D. (2019). Design Thinking Approaches in Development of Indonesia Higher
Education Startup. Jurnal of Business Sudies, 5(2), 103.
https://doi.org/10.32497/jobs.v5i2.1711

Hofer, S., Honegger, F. & Hubeli, J. (2012). Health tourism: Definition focused on the Swiss
market and conceptualisation of health(i)ness. Journal of Health Organization and
Management, 26(1), 60—80. https://doi.org/10.1108/14777261211211098

Indrianto, A. T. L., Oktavio, A., Azmi, A., Abdullah, A., Isa, N. M., Adityaji, R. & Cahyana
Subadi, L. (2024a). Exploration of The Teaching and Learning Model Using the Design



Yb)w‘\Ab)sbc\£0° cu)‘g))b%ﬂ.\n Yoy

Thinking Method in Developing Community-Based Tourism. Revista de Gestéo Social e
Ambiental, 18(1), e04740. https://doi.org/10.24857/rgsa.v18n1-061

Ionescu, A.-M. & Sarbu, F. A. (2024). Exploring the Impact of Smart Technologies on the
Tourism Industry. Sustainability, 16(8), 3318. https://doi.org/10.3390/sul 6083318

Jennings, G. & Nickerson, N. (Eds.). (2006). Quality Tourism Experiences (0 ed.). Routledge.
https://doi.org/10.4324/9780080455778

Jiang, Y. (2009). Evaluating eco-sustainability and its spatial variability in tourism areas: A case
study in Lijiang County, China. International Journal of Sustainable Development &
World Ecology, 16(2), 117—126. https://doi.org/10.1080/13504500902808628

Jonas-Berki, M., Csapo, J., Palfi, A. & Aubert, A. (2015). A Market and Spatial Perspective of
Health Tourism Destinations: The Hungarian Experience. International Journal of
Tourism Research, 17(6), 602—612. https://doi.org/10.1002/jtr.2027

Kabra, G. & Mukerjee, H. S. (2024). Analyzing barriers to design thinking adoption within
organizations: A DEMATEL approach. International Journal of Productivity and
Performance Management, 74(3), 915-939. https://doi.org/10.1108/IJPPM-12-2023-0670

Kantorova, K., Mlazovsky, M. & Svoboda, O. (2023). Customer Loyalty in Spa Tourism: A
Case Study. International Conference on Tourism Research, 6(1), 123-130.
https://doi.org/10.34190/ictr.6.1.1213

Keivan Hosseiny, A., Aryakian, Z. & Aryakian, Z. (2024). Study of Effective Factors and
Policies on the Development of Health Tourism in Iran as a Developing Country. Shiraz
E-Medical Journal, 26(1). https://doi.org/10.5812/sem;j-154350

Kokkranikal, J. & Morrison, A. (2002). Entrepreneurship and Sustainable Tourism: The
Houseboats of Kerala. Tourism and Hospitality Research, 4(1), 7-20.
https://doi.org/10.1177/146735840200400102

Koomans, M. & Hilders, C. (2016). Design-Driven Leadership for Value Innovation in
Healthcare. Design Management Journal, 11(1), 43-57.
https://doi.org/10.1111/dm;j.12031

Lee, J. & Kim, H. (2015). Success factors of health tourism: Cases of Asian tourism cities.
International Journal of Tourism Cities, 1(3), 216-233. https://doi.org/10.1108/IJTC-08-
2014-0014

Lin, M. C., Hughes, B. L., Katica, M. K., Dining-Zuber, C., & Plsek, P. E. (2011). Service

design and change of systems: Human-centered approaches to implementing and
spreading service design. International Journal of Design, 5(2).

Liu, L., Zhou, Y. & Sun, X. (2023). The Impact of the Wellness Tourism Experience on Tourist
Well-Being: The Mediating Role of Tourist Satisfaction. Sustainability, 15(3), 1872.
https://doi.org/10.3390/su15031872

Lobao, L., Vieira Rabaioli, B. T., Gauthier, E., Lobdo De Aratijo, L. & Costa Meireles, M. A.
(2023). The use of Design Thinking in creating projects and improving customer value



vog Ol 5 190258 | e 3 (81,18 Slasisl Bl Arwgi o 2ok ST 56

perception: An experience report on software projects at a Research and Development
Institute in Amazonas. Proceedings of the XXII Brazlian Symposium on Software
Quality, 264—273. https://doi.org/10.1145/3629479.3629506

Lopes, A. P. & Rodriguez-Lopez, N. (2022). Application of a Decision-Making Tool for
Ranking  Wellness  Tourism  Destinations.  Sustainability,  14(23), 15498.
https://doi.org/10.3390/su142315498

Maha, C. C., Kolawole, T. O. & Abdul, S. (2024). Revolutionizing community health literacy:
The power of digital health tools in rural areas of the US and Africa. GSC Advanced
Research and Reviews, 19(2), 286-296. https://doi.org/10.30574/gscarr.2024.19.2.0189

Markovié, S., Loncari¢, D., & Loncari¢, D. (2014). Service quality and customer satisfaction in
the health care industry-towards health tourism market. Tourism and hospitality
management, 20(2), 155-170.

Mazeikiené, N. & Gerulaitiené, E. (2022). Negotiating post-nuclear identities through tourism
development in the ‘atomic town’ Visaginas. Journal of Baltic Sudies, 53(3), 437-457.
https://doi.org/10.1080/01629778.2022.2092163

McDonagh, D. (2010). Rethinking Design Thinking: Empathy Supporting Innovation.
Australasian Medical Journal, 458-464. https://doi.org/10.4066/AMJ.2010.391

Menon, R. B., Avadhani, V. D., Menon, P. B. & Das, D. (2023). Development of an
entrepreneurship model using the design thinking approach and emotional intelligence for
sustainable wellness among the young generation. Cogent Business & Management,
10(3), 2271243, https://doi.org/10.1080/23311975.2023.2271243

Mogaka, J. J. O., Mupara, L. & Tsoka-Gwegweni, J. M. (2017). Ethical issues associated with
medical tourism in Africa. Journal of Market Access & Health Policy, 5(1), 1309770.
https://doi.org/10.1080/20016689.2017.1309770

Moghadam, F. N. P., Tavakoli, N. & Farzaneh, H. (2023). Investigating the Challenges of
Medical tourism Development in Affiliated Centers of Iran University of Medical
Sciences (IUMS). Evidence Based Health Policy, Management and Economics.
https://doi.org/10.18502/jebhpme.v7i2.13142

Mohamad, 1. S. R., Perdana, 1., & Nuraliza, H. (2024). Pengembangan aplikasi mobile untuk
pasien Telkomedika dengan tipe kepribadian influence menggunakan metode design
thinking. Jurnal Indonesia: Manajemen Informatika Dan Komunikasi, 5(3), 2840-2853.
https://doi.org/10.35870/jimik.v5i3.963

Morozov, M. A., Morozova, N. S. & Russian New University, Moscow, Russia. (2021). Digital
provision of medical and health tourism in a new reality. The Professors’ Magazine.
Recreation and Tourism Series, 3(11), 14-20. https://doi.org/10.18572/2686-858X-2021-
11-3-14-20

Mwende, W. G. (2024). The Role of Telehealth in Rural Healthcare Access. Research Output
Journal of Public Health and Medicine, 3(2), 18-21.
https://doi.org/10.59298/ROJPHM/2024/321821



Yb)w‘\Ab)sbc\£0° cu)‘g))b%ﬂ.\n Yoo

Obregdn Espinoza, E. L., Neri Ayala, A. C., Ramos Y Yovera, S. E., Caro Soto, F. G. & Muiioz
Vilela, A. J. (2023). Design Thinking as a tool for fostering innovation and
entrepreneurship. Salud, Ciencia y Tecnologia, 3, 368.
https://doi.org/10.56294/saludcyt2023368

Odinokova, T. (2019). Tourism cluster as a form of innovation activity. Economics Ecology
Socium, 3(2), 1-11. https://doi.org/10.31520/2616-7107/2019.3.2-1

Oliveira, M., Zancul, E. & Fleury, A. L. (2021). Design thinking as an approach for innovation
in healthcare: Systematic review and research avenues. BMJ Innovations, 7(2), 491-498.
https://doi.org/10.1136/bmjinnov-2020-000428

Panyadee, C., Krajangchom, S., Sangkakorn, K. & Intawong, K. (2023). Smart Wellness
Technology for Tourism Destination Based-on Evolving Tourist Expectation Model.
TEM Journal, 1218-1226. https://doi.org/10.18421/TEM122-68

Pasca Al Bahy, M. (2023). Development Possibilities of ECO-Medical Tourism in Azerbaijan.
Tourism and Hospitality Studies, 12(2). https://doi.org/10.61226/12.2.2023.3

Petrosoniak, A., Hicks, C., Barratt, L., Gascon, D., Kokoski, C., Campbell, D., White, K.,
Bandiera, G., Lum-Kwong, M. M., Nemoy, L. & Brydges, R. (2020). Design Thinking—
Informed Simulation: An Innovative Framework to Test, Evaluate, and Modify New
Clinical Infrastructure. Simulation in Healthcare: The Journal of the Society for
Simulation in Healthcare, 15(3), 205-213.
https://doi.org/10.1097/STH.0000000000000408

Phetkongtong, N. & Nulong, N. (2022). Design Guidelines for the Hot Spring Renovation by
Participatory Action Research (PAR) and Design Thinking for Sustainable Health
Tourism Promotion. International Journal of Sustainable Development and Planning,
17(5), 1489—-1498. https://doi.org/10.18280/ijsdp.170513

Ramanauskas, J. & Banevicius, S. (2021). Principles of Organizational Wisdom in the Health
Tourism  Industry. Baltic Journal of Economic Sudies, 7(4), 1-7.
https://doi.org/10.30525/2256-0742/2021-7-4-1-7

Rau, C., Zbiek, A. & Jonas, J. M. (2017). Creating Competitive Advantage from Services: A
Design Thinking Case Study from the Commodities Industry Service design thinking can
provide the tools to help companies design value propositions that meet customer needs
and sustain competitive advantage. Research-Technology Management, 60(3), 48-56.
https://doi.org/10.1080/08956308.2017.1301003

Ridho, H., Harahap, K., Loppies, Y. & Subarna, D. (2024). Innovative sustainable business
model: A case study of eco-tourism in Bukit Lawang. |OP Conference Series. Earth and
Environmental Science, 1352(1), 012026. https://doi.org/10.1088/1755-
1315/1352/1/012026

Rita, P., Tiago, M. T.B. & Sousa, N. (2024). Empirical Insights into Co-Creation, Satisfaction,
and Willingness to Pay in Sustainable Tourism. Journal of Tourism and Services, 15(29),
133-152. https://doi.org/10.29036/jots.v15i29.804



vol Ol 5 190258 | e 3 (81,18 Slasisl Bl Arwgi o 2ok ST 56

Roberts, J. P., Fisher, T. R., Trowbridge, M. J. & Bent, C. (2016). A design thinking framework
for  healthcare management and innovation. Healthcare, 4(1), 11-14.
https://doi.org/10.1016/j.hjdsi.2015.12.002

Sandy, M. Y. (2025). Linking Employee Training and Development to Enhanced Customer
Satisfaction in Hotels. Journal of International Multidisciplinary Research, 3(1), 56-70.
https://doi.org/10.62504/jimr1151

Sayed, Z., Proches, C. N. G., Kader, A. & Taylor, S. (2024a). The Applicability of Design
Thinking in the Tourism Sector, Kwazulu-Natal, South Africa. Qeios.
https://doi.org/10.32388/ARJMSR

Selvaraj, S. (2024). Enhancing Healthcare Access in Rural Communities: Assessing the
Influence of Telehealth Services and Information Technology. International Journal of
Science and Research (IIR), 13(7), 1141-1145.
https://doi.org/10.21275/SR24723160704

Smith, M. K. (2021). Creating wellness tourism experiences. In R. Sharpley, Routledge
Handbook of the Tourist Experience (1st ed., pp. 364-377). Routledge.
https://doi.org/10.4324/9781003219866-30

Streimikiene, D., Svagzdiene, B., Jasinskas, E. & Simanavicius, A. (2021). Sustainable tourism
development and competitiveness: The systematic literature review. Sustainable
Development, 29(1), 259-271. https://doi.org/10.1002/sd.2133

Suardana, W., Astuti, P. P., Jaya, R. & Taufik, M. (2024). Building Sustainable Tourism and
Strengthening Local Economies in Tourism Villages through Homestay and Stakeholder
Participation. Journal of Economic Education and Entrepreneurship Studies, 5(3), 502—
516. https://doi.org/10.62794/je3s.v513.4373

Sukma, A. (2024). Medical tourism in central Java: Influences of image and promotion.
Tourism and Hospitality Research, 14673584241311283.
https://doi.org/10.1177/14673584241311283

Sunder, M. V., Mahalingam, S. & Krishna, M. S. N. (2020). Improving patients’ satisfaction in
a mobile hospital using Lean Six Sigma — a design-thinking intervention. Production
Planning & Control, 31(6), 512-526. https://doi.org/10.1080/09537287.2019.1654628

Szromek, A. R. (2021). Transformation of Business Models in Spa Enterprises for Medical
Purposes in Situations of Epidemic Threats. Journal of Open Innovation: Technology,
Market, and Complexity, 7(2), 143. https://doi.org/10.3390/joitmc7020143

Szromek, A. R., Puciato, D., Markiewicz-Patkowska, J. I. & Colmekcioglu, N. (2023a). Health
tourism enterprises and adaptation for sustainable development. International Journal of
Contemporary Hospitality Management, 35(1), 1-25. https://doi.org/10.1108/IJCHM-01-
2022-0060

Szymansk, E., Dziedzic, E. & Rutkowski, A. (2017). Organisational Innovations in Health
Resort-based  Tourism. Business. Theory and Practice, 18(0), 54-63.
https://doi.org/10.3846/btp.2017.006



Yb)w‘\Ab)sbc\£0° cu)‘g))b%ﬂ.\n Yov

Tengilimoglu, D., Tas, D., Sénmez, E, Bircan, I. & Giizel, A. (2014). Health Tourism and
Patient Satisfaction in Turkey: The Ankara Example. International Journal of Economic

Tkachenko, A. & Plinokos, D. (2021). Design Thinking as a New Paradigm of Startup
Development. Central Ukrainian Scientific Bulletin. Economic Sciences, 6(39), 238-246.
https://doi.org/10.32515/2663-1636.2021.

Trip, D.T., Simut, R. & Badulescu, D. (2023a). Do Size and Ownership Determine the
Willingness for Sustainable Innovations in Spa and Health Tourism? A Case Study on
Baile  Felix  Spa  Resort,  Romania. Sustainability, 15(19), 14501.
https://doi.org/10.3390/sul51914501

Upadhyay-Dhungel, K. (2024). Health Tourism and Grey Tourism: A Virgin Opportunity for
Economical growth of Nepal. Journal of Karnali Academy of Health Sciences, 7(3).
https://doi.org/10.61814/jkahs.v7i3.967

Verma, P., Kumar, V., Daim, T. & Kumar Sharma, N. (2024). Design Thinking Framework
Toward Management Control System in Environmental Dynamism: An Innovation
Perspective. |EEE Transactions on Engineering Management, 71, 4955-4970.
https://doi.org/10.1109/TEM.2023.3238665

Viken, A., Hockert, E. & Grimwood, B. S. R. (2021). Cultural sensitivity: Engaging difference
in tourism. Annals of Tourism Research, 89, 103223,
https://doi.org/10.1016/j.annals.2021.103223

Warih Wulandari, L. (2024). Strategic Alliance Implementation In the Development of
Wellness Tourism Trends (Case Study of Putri Kedaton Yogyakarta Indonesia). Asian
Journal of Social and Humanities, 3(3), 573-582. https://doi.org/10.59888/ajosh.v3i3.462

Westhuizen, D., Conrad, N., Douglas, T. S. & Mutsvangwa, T. (2020). Engaging Communities
on Health Innovation: Experiences in Implementing Design Thinking. International
Quarterly of Community Health Education, 41(1), 101-114.
https://doi.org/10.1177/0272684X19900880

Wheeler, G., Langley, J. & Mills, N. (2019). Risk & Reward. Exploring Design’s role in
measuring outcomes in health. The Design Journal, 22(supl), 2231-2234.
https://doi.org/10.1080/14606925.2019.1595017

Wiramatika, I. G. & Sumardani, R. (2024). Local Community Participation in Management of
Batur Natural Hot Spring as a Tirta Tourist Attraction in Kintamani, Bangli Regency.
Jurnal Manajemen Pelayanan Hotel, 8(1), 386. https://doi.org/10.37484/080123

Wolcott, M. D. & McLaughlin, J. E. (2020). Promoting Creative Problem-Solving in Schools of
Pharmacy With the Use of Design Thinking. American Journal of Pharmaceutical
Education, 84(10), ajpe8065. https://doi.org/10.5688/ajpe8065

Wolcott, M. D., McLaughlin, J. E., Hubbard, D. K., Rider, T. R. & Umstead, K. (2021a).
Twelve tips to stimulate creative problem-solving with design thinking. Medical Teacher,
43(5), 501-508. https://doi.org/10.1080/0142159X.2020.1807483



YoA Ol 5 190258 | e 3 (81,18 Slasisl Bl Arwgi o 2ok ST 56

Wright, D. W. M. & Zascerinska, S. (2023). Becoming immortal: Future wellness and medical
tourism markets. Journal of Tourism Futures, 9(2), 168—195. https://doi.org/10.1108/JTF-
05-2021-0119

Xinran, X. Y. & Mark, M. R. (2019). Vacation as a Public Health Resource: Toward a
Wellness-Centered Tourism Design Approach. Journal of Hospitality & Tourism
Research, 43(7), 935-960. https://doi.org/10.1177/1096348019849684

Yin, X. (2024). Health Tourism Experience in the Digital Era: Intelligent Technology and User
Satisfaction. Frontiers in Business, Economics and Management, 12(3), 175-177.
https://doi.org/10.54097/9x394wl16

Yum, K. & Yoo, B. (2023). The Impact of Service Quality on Customer Loyalty through
Customer Satisfaction in Mobile Social Media. Sustainability, 15(14), 11214.
https://doi.org/10.3390/sul51411214

Zulaikha, E., Andansari, D. & Susandari, H. (2023). Empathy-Driven Innovation: Analysis of
Five User-Centered Design Thinking Case Studies. Asian HClI Symposium, 23, 1-6.
https://doi.org/10.1145/3604571.3604572

Typxk, E. & Apum, 5. (2024). The Role of Health Tourism Travel Agencies in Health Tourism.
Bulletin of the International University of Tourism and Hospitality, 5(3), 6-14.
https://doi.org/10.62867/3007-0848.2024-3/5.01





