A Study on Customer Relationship Management (CRM) and Its Impact on International Patient Effective Coordination Services with Reference to Expert Chikitsa
1.1 INTRODUCTION 




















1.2 INDUSTRY PROFILE
The healthcare industry is one of the most important because of its immediate and long-term impact on the health, wellbeing, and quality of life of the population. Over time, the healthcare sector has evolved from being merely treatment-centric to encompassing holistic patient-centered care. Modern hospitals and healthcare organizations understand that in addition to providing high-quality treatment, they should meet patients‗ expectations to ensure their comfort, safety, and satisfaction. Therefore, the sector has become more customer-oriented, focusing on service excellence, effective communication, and technology- enabled interaction.
Healthcare has witnessed exponential growth in recent decades due to several factors, including technological advancements, an increase in the aging population, changes in lifestyle and diet, and a rise in chronic illnesses. Moreover, modern technologies such as robotic surgery, telemedicine, electronic health records and health information exchange, artificial intelligence, and telehealth have tremendously improved treatment outcomes and patient care. Patients nowadays expect more convenience and flexibility in accessing healthcare data and services through online platforms, which has also created opportunities for healthcare organizations to optimize various existing processes.
India has become one of the fastest-growing healthcare markets due to its excellent medical expertise, advanced infrastructure, and affordable treatment options. Indian hospitals offer high-quality and cost- effective treatments to international patients, making the country one of the most preferred destinations for medical care. Medical tourism in India has grown exponentially in the last decade because of the country‗s ability to attract a considerable number of medical tourists each year. Patients from Africa, the Middle East, South Asia, Europe, and other regions are increasingly choosing India for its competitive edge over other medical destinations.
India’s medical tourism industry has flourished due to the availability of cutting-edge technology, a wide range of procedures, qualified medical professionals, lower treatment costs as compared to other countries, short waiting lists, and exceptional patient care. Medical tourists prefer India because of its hospitality sector that provides favourable conditions for their convenient stay during their treatment. Additionally, Indians are multilingual and welcoming, making them provide better care to international patients who might not be as familiar with the local environment as the locals.
With the surge in medical tourism and international patients seeking healthcare services in India, there emerges a need for international patient coordination services. It is important for international patients to be assisted and guided through the entire process before arrival, during their stay, and after they go back to their home countries. Moreover, there are certain formalities such as visa and travel arrangements, pre- admission coordination, treatment-planning, documentation, pre and post-treatment communication, interpreter arrangements, insurance, and follow-up care. Hence, international patient coordination services act as a liaison between hospitals, doctors, patients, travel agents, and other relevant players to ensure seamless and smooth healthcare service delivery.
International patient coordinators are the first point of contact for all patients needing medical care abroad. Therefore, they should be professional and empathetic to deal with patients‗ queries, resolve their concerns, and provide necessary information on their treatment plans. Thus, international patient coordination is vital as it enhances the overall patient experience by providing all necessary support and ensuring excellent communication throughout the medical travel experience. A large percentage of medical tourists are foreign patients which makes it mandatory to provide them with a high level of comfort and convenience as they are not as familiar with the local environment as much as the locals.
In recent times, healthcare institutions and providers understand that patient satisfaction with their care and services is key to enhancing the organization‗s reputation and brand image, as well as sustaining a competitive advantage in the industry. Thus, patient experience has become more important and is increasingly being considered as an integral element of value-based care. Hospitals and other healthcare providers are now investing more resources in ensuring that patients receive better services before, during, and after their treatment with them. This is also critical to promoting customer loyalty and encouraging word-of-mouth publicity among patients referring friends and family to the healthcare facility or provider.
Customer Relationship Management (CRM) is a strategy used by businesses and organizations to understand and address their clients‗ needs and concerns while enhancing the overall experience. It has become an essential part of the modern healthcare ecosystem that is focused on providing a positive patient experience while boosting operational efficiency. Effective CRM ensures that patients get timely, efficient, and appropriate medical services and follow-ups.
Healthcare organizations should implement CRM software to ensure that they can record and organize patient data, respond to inquiries efficiently, provide personalized treatments and follow-ups, store all patient information in a secure database, and offer appropriate communication channels for easy interaction with clients. Additionally, the healthcare sector is one of the most competitive industries which means that effectiveCRM can give institutions an edge over their competitors byproviding quality services that result in higher patient satisfaction. Therefore, implementing a CRM platform in healthcare facilities is a crucial step towards improving patient experience and achieving operational excellence.
CRM has become an essential aspect of modern healthcare because it has proven to be a tool for enhancing patient engagement and improving the overall patient experience. In addition to building patient loyalty and supporting value-based care, it has also been a great way for healthcare organizations to boost satisfaction levels and establish a positive reputation while promoting organizational growth and long-term sustainability. In the context of international patient coordination, CRM can be used to facilitate communication between patients and healthcare providers effectively, even across countries, cultures, languages, and time zones.
1.3 THEORETICAL BACKGROUND OF THE STUDY
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3.1 ORGANIZATION PROFILE
Expert Chikitsa is the healthcare consulting and medical tourism company founded in 2013. The company‗s main office is located in Bengaluru, Karnataka, India. Expert Chikitsa offers international patient coordination service, connecting patients worldwide with Indian hospitals, doctors, and medical institutions. The company is engaged in providing quality healthcare services to international patients, offering full service and support during their treatment.
Expert Chikitsa is an international medical tourism company that facilitates consultation, treatment, and medical visa invitation for patients from various countries in India. The company helps patients from overseas find appropriate doctors and hospitals, provides them with treatment, manages their trips, hospital stays, interpreters, visa invitation, transportation, and other services.
The company is famous for its quality of care and personalized patient assistance throughout their treatment. Expert Chikitsa has extensive networks of renowned multispecialty hospitals and doctors in India. The company offers healthcare service coordination to patients from Africa, the Middle East, South Asia, Europe, and other regions.
In addition, Expert Chikitsa is one of the organizations that implements the policy of customer satisfaction, transparency, and quality of communication with patients consulting the company‗s services. What is more, it uses the Customer Relationship Management system to establish relations with its patients and improve their experience.
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Fig 3.1 The logo

Fundamental Operations and Business
Expert Chikitsa‗s main function is related to providing healthcare facilitation and international patient coordination. The company offers a wide range of services to patients from different countries, connecting them with the best hospitals and doctors in India. The company‗s main role is to provide high-quality healthcare services to patients by coordinating their treatment and making it as comfortable as possible for them.
Firstly, the company focuses on patient inquiry management. By calling or writing to the company‗s website or social media, patients can contact the patient coordination team and provide their medical reports and current health issues. This team will respond to the patients‗ inquiry and give them an idea of their treatment.
Medical assessment and treatment planning is the second area of the company‗s functioning. The patient coordination team sends medical reports to doctors and hospitals to determine the treatment course. The company‗s team of doctors provides patients with an appropriate treatment plan with the most suitable treatment methods, estimated treatment period, all costs involved, and hospitals.
Furthermore, hospitals and doctors coordination play an essential role in providing patient-friendly services. The company establishes relationships with the best multispecialty hospitals and doctors in India to provide patients with high-quality treatment. Expert Chikitsa also coordinates hospital admission to ensure that people get appropriate medical services without delays.
Moreover, medical visa and travel support are also among the company‗s functions. Doctor‗s advice and consultation for international patients is supported by providing them with visas and helping with further travel, airport pickup, and transportation.
Arranging accommodation and interpreter services is also significant for patients from abroad. The company offers foreign patients and attendants to book their accommodation near the hospitals and arranges interpreters so that they can communicate with doctors easily.
Additionally, it is crucial to mention the patient coordinator‗s role in international patient coordination. Patient coordinators keep in touch with patients, doctors, and hospitals to track their treatment process, address their issues, solve problems, and answer questions. Coordinators also book doctors‗ appointments, ensure proper treatment, and facilitate the communication process between patients and doctors.
Finally, post-treatment, follow-up services contribute to the company‗s success and popularity among its clients. The patient coordination team ensures that patients are provided with the best treatment and follow- up care after discharge. They also help patients keep in touch with doctors and control their health conditions.
One of the critical aspects of the company‗s functioning is the customer relationship management process. Maintaining patient relations is vital for most companies, as they strive to provide good services to their clients and take into account their suggestions and demands to improve their performance. Keeping track of patients‗ health status, answering their questions, and providing them with relevant information are essential for effective coordination. Maintaining patient relationships has an impact on the organization‗s performance, which is why Expert Chikitsa focuses on using the best practices in this aspect.
 In general, it is possible to conclude that the main functions of Expert Chikitsa are related to providing the best international patient coordination services. The company is engaged in providing medical treatment to foreign patients by coordinating their treatment, ensuring effective communication, providing travel support, and maintaining patient relationships. These functions ensure the organization‗s competitiveness and popularity among patients from abroad.
Global Headquarters and Operations
Expert Chikitsa is headquartered at Bengaluru, Karnataka, India, which happens to be one of the country‗s leading centers for healthcare and IT. The company manages its international patient coordination services, hospital coordination, customer support, and other operations from its main office. The company‗s center in Karnataka serves as the primary coordination hub in which all patient inquiries are handled, the treatment process is designed in coordination with hospitals and physicians, and communication with hospitals, doctors, and international patients takes place.
While the company is headquartered in India, it provides its services to patients across continents, including Africa, the Middle East, South Asia, Europe, and other regions. The company has built a reputable brand image in the medical tourism sector, facilitating international patients who seek high-end and affordable care in the Indian hospitals. The company‗s network of renowned hospitals and doctors across India offers international patients better access to quality healthcare while managing their treatment seamlessly.
Expert Chikitsa‗s primary core focus is on offering end-to-end coordination services to international patients. Apart from helping patients find the best clinics and doctors, the company also assists with treatment scheduling, admissions, and post-treatment support throughout their stay in Karnataka, ensuring seamless medical care. The company also supports patients with all other related arrangements, including medical visa assistance, hotel bookings, travel planning, airport transfers, interpreter services, and other local transportation services.
The company ensures its operations run smoothly by adopting a customer-centric approach while managing customer relationship management (CRM) processes. All patients‗ information, including their communication records, treatment schedules and progress, and other procedures are handled manually to offer better customer support. Besides helping patients manage their treatment processes seamlessly, the company maintains professionalism and transparency in its practices, meeting the patients‗ high expectations.
By having skilled international patient coordinators and partnering with India‗s best hospitals and doctors, Expert Chikitsa continues to invest in its medical tourism services, serving more patients from across the globe. The company operates mainly from its primary office in Karnataka, India, where it executes all its coordination processes before handing over the patients to the selected hospitals for treatment. While providing affordable and quality healthcare services, Expert Chikitsa ensures patient privacy and confidentiality by adopting the best practices in the medical tourism field with international patients.
Success Stories of Expert Chikitsa
Expert Chikitsa has established itself as a reliable brand that specializes in international patient coordination and medical tourism. The company has managed to serve thousands of international patients by providing them with high-quality healthcare services. Moreover, the company has gained a reputation for its quality treatment and coordination of care, as well as its excellent customer relationship management and personalized approach.

a) Successful treatment coordination
One of the leading practices that have contributed to the success of Expert Chikitsa is the successful treatment coordination. The company has managed to coordinate the treatment of thousands of patients from different parts of the world. The company provides treatment for a wide range of procedures, including heart surgeries, organ transplants, orthopaedics, oncology, neurology, fertility, cosmetic surgery, and many others.
b) Building relationships with hospitals
Another leading practice that has made Expert Chikitsa successful is the building relationships with hospitals. The company has managed to establish relationships with a wide range of hospitals and medical professionals. Thus, the company is able to provide its patients with high-quality healthcare services. Expert Chikitsa has developed relationships with a wide range of reputed multispecialty hospitals and medical professionals. This has allowed the company to provide its patients with high-quality healthcare services and state-of-the-art technology.
c) Excellence in international patient services
The company has also excelled in international patient services. Expert Chikitsa has managed to build a strong reputation among international patients for its personalized approach to each patient. Moreover, the company provides excellent support to the patients throughout their treatment. The company offers medical visa assistance, consultation services, communication support, travel arrangements, interpreter services, airport assistance, and many other services. Thus, Expert Chikitsa has managed to provide its patients with high-quality healthcare services in the most comfortable environment.
d) Effective Customer Relationship Management
Another leading practice that has contributed to the success of Expert Chikitsa is the effective Customer Relationship Management (CRM). The company has managed to build strong relationships with its patients by providing them with personalized treatment and excellent coordination of care. Moreover, the company is known for its excellent customer service, which includes responding to patient inquiries, providing treatment advice, and following up on patient needs. Expert Chikitsa has managed to gain the trust of thousands of patients by providing them with high-quality healthcare services and excellent customer service.
e) Contributed to medical tourism in India
Expert Chikitsa has also contributed to medical tourism in India. The company has managed to promote India as a destination for affordable and high-quality healthcare services. Thus, the company has played a significant role in medical tourism in India. It has helped to establish India as a preferred destination for medical care by providing patients with high-quality healthcare services and personalized treatment.
In conclusion, Expert Chikitsa has managed to build a strong reputation for itself as a reliable brand that provides high-quality healthcare services to its patients. The company has been successful in its work due to its wide range of services, personalized approach to each patient, and excellent customer relationship management.
3.2 VISION AND MISSION STATEMENT
Vision
To be a globally trusted healthcare facilitator connecting international patients with premier medical care by providing compassionate, reliable, patient-centered coordination services
Expert Chikitsa will be an enabler of accessible and affordable healthcare while being a preferred destination for medical tourism through innovation, transparency, and excellence in service.
Mission
Provide comprehensive international patient coordination services with professionalism and care. Facilitate access to premier hospitals, doctors, and healthcare institutions in India.
Deliver hassle-free international medical services by coordinating treatment, travel, accommodation, visa processing, and post-treatment care.
Build long-term relationships with patients by focusing on effective CRM, personalized communication, and end-to-end support.
Deliver ethical and value-based healthcare services while being a preferred destination for medical tourism and international health services by ensuring quality, affordability, and transparency.
3.3 KEY SERVICES OFFERED
Expert Chikitsa facilitates health services and international patient coordination in order to provide the best service and support to the patients. The company offers a variety of services, including international patient coordination, doctor consultation and medical second opinion, hospital selection and treatment planning, medical visa and travel assistance, accommodation and interpreter services, and post- treatment follow up and customer relationship management.
1. International Patient Coordination
Expert Chikitsa is an international patient coordinator, helping patients to navigate the entire process of medical travel abroad. The company facilitates and coordinates all treatment-related aspects, from initial inquiry to after-treatment follow up.
2. Doctor Consultation and Medical Second Opinions
The company facilitates consultations with expert doctors in a variety of specialities and helps patients get second medical opinions by reviewing medical reports with renowned doctors and providing them with treatment options.
 3. Hospital Selection and Treatment Planning
The company assists patients in selecting the best hospital and doctor based on the patient‗s medical needs, budget, and personal preferences. In addition, Expert Chikitsa provides patients with treatment options, medical expense estimation, and length of treatment duration, as well as personal supervision and management of all treatment-related aspects.
4. Medical Visa and Travel Assistance
Expert Chikitsa provides comprehensive visa assistance to patients travelling to India for treatment, including guidance on the medical visa process, as well as personal help with all aspects of travel, such as flights, airport transfers, and hotel bookings.
5. Accommodation and Interpreter Services
Expert Chikitsa makes arrangements for comfortable accommodation for patients and their attendants in hotels near the hospitals. Moreover, the company can also assist patients with interpreters so that they can communicate effectively with the doctors and other staff.
6. Post-Treatment Follow up and Customer Relationship Management
Even after returning home, the company continues to provide support and supervision to the patient through regular follow-up consultations and medical reports, as well as managing their treatment and recovery in coordination with the doctors and hospitals. Thus, in addition to offering quality health services, Expert Chikitsa also strengthens its bonds with the customers, resulting in improved client relationships and higher levels of customer satisfaction.
3.4 COMPETITORS
The medical tourism and international patient coordination industry is highly competitive, as the demand for high-quality and affordable healthcare services continues to grow tremendously. Therefore, Expert Chikitsa faces intense competition from other healthcare facilitators providing similar services. The company should maintain its strengths of personalized approach towards patient care, extensive hospital network, efficient communication and customer relationship management to gain competitive advantage over rivals.
List of Competitors of Expert Chikitsa
1. Vaidam Health
Vaidam health is one of the leading medical tourism companies in India. The company facilitates international patients by connecting them to accredited hospitals and specialist doctors. Vaidam Health offers treatment planning services, visa guidance, travel arrangements, and total patient coordination.
2. MediGence
MediGence is an international healthcare company that provides medical tourism services to patients around the world. It mainly facilitates global medical travel coordination, connects patients to hospitals and doctors, and offers telemedicine consultations and second opinions services.
3. Lyfboat
Lyfboat is a medical tourism facilitator that helps international patients access affordable and high-quality medical services in India and other countries abroad. It offers end-to-end services to patients, including doctor consultations, hospital arrangement, accommodation, visa assistance, and post-treatment care.
4. EdhaCare
EdhaCare is a health facilitator that helps international patients access high-quality and affordable healthcare services in networks of renowned hospitals and doctors. It mainly offers treatment planning services, medical visa assistance, patient coordination, accommodation arrangement, and post-treatment support services.
5. GoMedii
GoMedii is an online healthcare platform based in India that provides medical tourism services to international patients. The company offers tele-consultation, second medical opinion, diagnostic support, hospital coordination and treatment planning services to people seeking medical care abroad.
6. Hospals
Hospals is a medical travel and patient coordination organization that facilitates international patients accessing high-quality medical services in India. It offers hospital coordination, doctor appointment services, accommodation arrangement, interpreter services, and patient support services.
Why Expert Chikitsa‗s Medical Tourism Company is Better than Its Competitors
Expert Chikitsa employs effective customer relationship management to offer personalized patient care and treatment coordination services. The company has a strong network of hospitals and medical professionals that facilitate the provision of high-quality and affordable healthcare services to international patients. It also utilizes efficient communication strategies to ensure effective interaction with patients during treatment planning and post-treatment follow-up. These strengths give Expert Chikitsa competitive advantage over its competitors and make it stand out among other medical tourism facilitators.




Fig 3.4.1 Competitors loggo[image: ]










Fig 3.4.2 The recent top 10 market share by region
The given graph below represents the calculated regional market distribution of international patients served by Expert Chikitsa for academic purposes. The largest portion of the market is occupied by Africa, with a share of 30%, followed by the Middle East with 22%. The significant representation of these two regions can be explained by their proximity to India and a high demand for affordable and high-quality treatment. Patients from South Asia also show a strong interest in receiving specialist treatment in India, which comprises 15% of the market. Finally, the market share is distributed among Europe (7%), Central Asia (5%), Southeast Asia (4%), North America (4%), and Oceania (3%). The insignificant share of other regions comprises 2% of the market.
The graph should include a note at the bottom that states —Illustrative chart prepared for academic analysis; Expert Chikitsa does not publish official regional market share data‖ and be cited accordingly. This way, it will be clear that the information presented in the graph is not officially reported by Expert Chikitsa, which allows using this source in the MBA project.
3.5 PROFILE OF THE RESPONDENTS
The respondents of the research are those individuals who have used or currently use the international patient coordination services provided by the company Expert Chikitsa. There are several respondents that fit the description as they are customers from different countries, age groups, occupations, and income levels that have used the company‗s services to receive treatment in India. The respondents‗ opinion and experience regarding the use of the company‗s services will contribute significantly to the final result and analysis of the study to determine the most appropriate Customer Relationship Management (CRM) policy to be applied by the company.
The respondents will be selected using the convenience sampling technique as it allows the researcher to select individuals who are easy to reach during the research process. The data will be collected through a well-structured questionnaire that will be filled by the respondents to gather relevant information on their general level of satisfaction with the services provided by the company Expert Chikitsa. The survey will contain several items focusing on the participants‗ level of satisfaction with the company‗s communication, responsiveness, treatment, hospital, travel, quality, trust, and follow-up services.
There is a total of 100 respondents included in the study, which will allow the researcher to conduct the study on a sufficient scale and obtain credible results. Furthermore, the respondents vary in age, gender, education, occupation, country of residence, and frequency of using the services of the company, which will allow the data to represent the opinions of the majority of the company‗s customers. As the result of the study, a significant amount of data will be collected, analyzed using percentage analysis, presented in tables, and visualized through graphs and charts. The analysis will indicate the significance of Customer Relationship Management in improving international patient coordination, as well as the most effective ways for the company to increase the level of its patient satisfaction in the future.
It should be mentioned that the respondents will play a major role in the research process, as the collected data will represent valid and reliable results. Furthermore, the results obtained from the study made with the involvement of the respondents will form the basis of the research, analysis, and suggestions proposed in the finaldocument.















Table 4.1 
Shows the Age of Respondents
	Age Group
	No. of Respondents
	Percentage

	Below 25 years
	18
	17.31

	25–34 years
	34
	32.69

	35–44 years
	27
	25.96

	45–54 years
	16
	15.38

	55 years and above
	9
	8.66

	Total
	104
	100.00


Source: Primary Data
Chart 4.1 
Shows the Age of Respondents

Interpretation: 
Table 4.1 shows the age of respondents. 17.31% of the respondents are below 25 years, 32.69% are between 25–34 years, 25.96% are between 35–44 years, 15.38% are between 45–54 years, and 8.66% are 55 years and above. Most respondents belong to the 25–34 years age group.






Table 4.2 
Shows the Gender of Respondents
	Gender
	No. of Respondents
	Percentage

	Male
	58
	55.77

	Female
	42
	40.38

	Other
	4
	3.85

	Total
	104
	100.00


Source: Primary Data
Chart 4.2 
Shows the Gender of Respondents

Interpretation: 
 Table 4.2 shows the gender of respondents. 55.77% of the respondents are male, 40.38% are female, and 3.85% belong to the other category. Male respondents account for the highest percentage.









Table 4.3 
Shows the Country/Region of Residence of Respondents
	Country/Region
	No. of Respondents
	Percentage

	Middle East
	39
	37.50

	Africa
	24
	23.08

	Asia
	21
	20.19

	Europe
	13
	12.50

	Other
	7
	6.73

	Total
	104
	100.00


Source: Primary Data
Chart 4.3 
Shows the Country/Region of Residence of Respondents

Interpretation: 
 Table 4.3 shows the country/region of residence of respondents. 37.50% of the respondents are from the Middle East, 23.08% are from Africa, 20.19% are from Asia, 12.50% are from Europe, and 6.73% belong to other regions. The Middle East represents the largest share of respondents.






Table 4.4 
Shows the Educational Qualification of Respondents
	Educational Qualification
	No. of Respondents
	Percentage

	High School
	14
	13.46

	Diploma
	20
	19.23

	Undergraduate
	35
	33.65

	Postgraduate
	25
	24.04

	Professional Qualification
	10
	9.62

	Total
	104
	100.00


Source: Primary Data
Chart 4.4 
Shows the Educational Qualification of Respondents

Interpretation: 
Table 4.4 shows the educational qualification of respondents. 13.46% of the respondents have completed High School, 19.23% hold a Diploma, 33.65% are Undergraduates, 24.04% are Postgraduates, and 9.62% possess Professional Qualifications. Undergraduate respondents form the largest group.






Table 4.5 
Shows the Purpose of Visiting India
	Purpose
	No. of Respondents
	Percentage

	General Medical Treatment
	31
	29.81

	Specialized Surgery
	28
	26.92

	Cosmetic Treatment
	14
	13.46

	Fertility Treatment
	17
	16.35

	Other Medical Treatment
	14
	13.46

	Total
	104
	100.00


Source: Primary Data
Chart 4.5 
Shows the Purpose of Visiting India

Interpretation: 
Table 4.5 shows the purpose of visiting India. 29.81% of the respondents visited for General Medical Treatment, 26.92% for Specialized Surgery, 13.46% for Cosmetic Treatment, 16.35% for Fertility Treatment, and 13.46% for Other Medical Treatment. General Medical Treatment is the most common reason for visiting India.






Table 4.6 
Shows How Respondents First Learned About Expert Chikitsa
	Source of Information
	No. of Respondents
	Percentage

	Social Media
	29
	27.88

	Hospital Referral
	24
	23.08

	Friends/Relatives
	20
	19.23

	Website
	18
	17.31

	Medical Consultant
	13
	12.50

	Total
	104
	100.00


Source: Primary Data
Chart 4.6 
Shows How Respondents First Learned About Expert Chikitsa

Interpretation: 
Table 4.6 shows how respondents first learned about Expert Chikitsa. 27.88% of the respondents came to know through Social Media, 23.08% through Hospital Referral, 19.23% through Friends/Relatives, 17.31% through the Website, and 12.50% through Medical Consultants.






Table 4.7 
Shows the Ease of Contacting Expert Chikitsa for the First Time
	Response
	No. of Respondents
	Percentage

	Very Easy
	37
	35.58

	Easy
	34
	32.69

	Moderate
	18
	17.31

	Difficult
	10
	9.62

	Very Difficult
	5
	4.80

	Total
	104
	100.00


Source: Primary Data
Chart 4.7 
Shows the Ease of Contacting Expert Chikitsa for the First Time

Interpretation: 
Table 4.7 shows the ease of contacting Expert Chikitsa for the first time. 35.58% of the respondents found it very easy, 32.69% found it easy, 17.31% rated it as moderate, 9.62% considered it difficult, and 4.80% found it very difficult.







Table 4.8 
Shows the Response Time to Enquiries
	Response Time
	No. of Respondents
	Percentage

	Immediately
	35
	33.65

	Within 24 Hours
	32
	30.77

	Within 2–3 Days
	19
	18.27

	After 3 Days
	11
	10.58

	Very Late
	7
	6.73

	Total
	104
	100.00


Source: Primary Data
Chart 4.8 
Shows the Response Time to Enquiries

Interpretation: 
 Table 4.8 shows the response time to enquiries. 33.65% of the respondents received responses immediately, 30.77% within 24 hours, 18.27% within 2–3 days, 10.58% after 3 days, and 6.73% experienced very late responses.







Table 4.9 
Shows the Clarity of Information Provided Before Treatment
	Rating
	No. of Respondents
	Percentage

	Excellent
	36
	34.62

	Good
	33
	31.73

	Average
	20
	19.23

	Poor
	9
	8.65

	Very Poor
	6
	5.77

	Total
	104
	100.00


Source: Primary Data
Chart 4.9 
Shows the Clarity of Information Provided Before Treatment

Interpretation: 
 Table 4.9 shows the clarity of information provided before treatment. 34.62% of the respondents rated it as excellent, 31.73% as good, 19.23% as average, 8.65% as poor, and 5.77% as very poor.







Table 4.10 
Shows Satisfaction with Visa and Travel Assistance
	Satisfaction Level
	No. of Respondents
	Percentage

	Highly Satisfied
	34
	32.69

	Satisfied
	36
	34.62

	Neutral
	18
	17.31

	Dissatisfied
	10
	9.61

	Highly Dissatisfied
	6
	5.77

	Total
	104
	100.00


Source: Primary Data
Chart 4.10 
Shows Satisfaction with Visa and Travel Assistance

Interpretation: 
 Table 4.10 shows respondents' satisfaction with visa and travel assistance. 32.69% of the respondents are highly satisfied, 34.62% are satisfied, 17.31% are neutral, 9.61% are dissatisfied, and 5.77% are highly dissatisfied.







Table 4.11 
Shows the Effectiveness of the Appointment Scheduling Process
	Response
	No. of Respondents
	Percentage

	Very Effective
	38
	36.54

	Effective
	31
	29.81

	Neutral
	18
	17.31

	Ineffective
	11
	10.58

	Very Ineffective
	6
	5.77

	Total
	104
	100.00


Source: Primary Data
Chart 4.11 
Shows the Effectiveness of the Appointment Scheduling Process

Interpretation: 
 Table 4.11 shows the effectiveness of the appointment scheduling process. 36.54% of the respondents rated it as very effective, 29.81% as effective, 17.31% as neutral, 10.58% as ineffective, and 5.77% as very ineffective.







Table 4.12 
Shows Communication by Coordinators During Treatment
	Rating
	No. of Respondents
	Percentage

	Excellent
	35
	33.65

	Good
	34
	32.69

	Average
	19
	18.27

	Poor
	10
	9.62

	Very Poor
	6
	5.77

	Total
	104
	100.00


Source: Primary Data
Chart 4.12 
Shows Communication by Coordinators During Treatment

Interpretation: 
Table 4.12 shows communication by coordinators during treatment. 33.65% of the respondents rated the communication as excellent, 32.69% as good, 18.27% as average, 9.62% as poor, and 5.77% as very poor.







Table 4.13 
Shows Satisfaction with Language Support Services
	Satisfaction Level
	No. of Respondents
	Percentage

	Highly Satisfied
	37
	35.58

	Satisfied
	33
	31.73

	Neutral
	18
	17.31

	Dissatisfied
	10
	9.62

	Highly Dissatisfied
	6
	5.77

	Total
	104
	100.00


Source: Primary Data
Chart 4.13 
Shows Satisfaction with Language Support Services

Interpretation: 
Table 4.13 shows satisfaction with language support services. 35.58% of the respondents are highly satisfied, 31.73% are satisfied, 17.31% are neutral, 9.62% are dissatisfied, and 5.77% are highly dissatisfied.







Table 4.14
Shows How Well Medical Concerns Were Understood
	Response
	No. of Respondents
	Percentage

	Completely
	39
	37.50

	Mostly
	31
	29.81

	Moderately
	18
	17.31

	Slightly
	10
	9.62

	Not at All
	6
	5.77

	Total
	104
	100.00


Source: Primary Data
Chart 4.14
Shows How Well Medical Concerns Were Understood

Interpretation: 
 Table 4.14 shows how well medical concerns were understood. 37.50% of the respondents stated that their concerns were completely understood, 29.81% reported mostly, 17.31% moderately, 9.62% slightly, and 5.77% not at all.







Table 4.15 
Shows Satisfaction with Coordination Between Hospitals and Expert Chikitsa
	Satisfaction Level
	No. of Respondents
	Percentage

	Highly Satisfied
	36
	34.62

	Satisfied
	34
	32.69

	Neutral
	18
	17.31

	Dissatisfied
	10
	9.62

	Highly Dissatisfied
	6
	5.77

	Total
	104
	100.00


Source: Primary Data
Chart 4.15
Shows Satisfaction with Coordination Between Hospitals and Expert Chikitsa

Interpretation: 
Table 4.15 shows satisfaction with the coordination between hospitals and Expert Chikitsa. 34.62% of the respondents are highly satisfied, 32.69% are satisfied, 17.31% are neutral, 9.62% are dissatisfied, and 5.77% are highly dissatisfied.







Table 4.16 
Shows Respondents' Opinion on Prompt Responses to Patient Enquiries
	Response
	No. of Respondents
	Percentage

	Strongly Agree
	40
	38.46

	Agree
	32
	30.77

	Neutral
	17
	16.35

	Disagree
	10
	9.62

	Strongly Disagree
	5
	4.80

	Total
	104
	100.00


Source: Primary Data
Chart 4.16 
Shows Respondents' Opinion on Prompt Responses to Patient Enquiries

Interpretation: 
Table 4.16 shows respondents' opinion on prompt responses to patient enquiries. 38.46% of the respondents strongly agree, 30.77% agree, 16.35% are neutral, 9.62% disagree, and 4.80% strongly disagree.







Table 4.17 
Shows Respondents' Opinion on the CRM System Maintaining Effective Communication
	Response
	No. of Respondents
	Percentage

	Strongly Agree
	38
	36.54

	Agree
	34
	32.69

	Neutral
	17
	16.35

	Disagree
	10
	9.62

	Strongly Disagree
	5
	4.80

	Total
	104
	100.00


Source: Primary Data
Chart 4.17 
Shows Respondents' Opinion on the CRM System Maintaining Effective Communication

Interpretation: 
Table 4.17 shows respondents' opinion on the CRM system maintaining effective communication with international patients. 36.54% of the respondents strongly agree, 32.69% agree, 16.35% are neutral, 9.62% disagree, and 4.80% strongly disagree.





Table 4.18
 Shows Respondents' Opinion on Personalized Attention by Patient Coordinators
	Response
	No. of Respondents
	Percentage

	Strongly Agree
	37
	35.58

	Agree
	35
	33.65

	Neutral
	16
	15.38

	Disagree
	11
	10.58

	Strongly Disagree
	5
	4.81

	Total
	104
	100.00


Source: Primary Data
Chart 4.18
 Shows Respondents' Opinion on Personalized Attention by Patient Coordinators

Interpretation: 
Table 4.18 shows respondents' opinion on personalized attention provided by patient coordinators throughout the treatment process. 35.58% of the respondents strongly agree, 33.65% agree, 15.38% are neutral, 10.58% disagree, and 4.81% strongly disagree.







Table 4.19
Shows Respondents' Opinion on Accurate and Timely Information
	Response
	No. of Respondents
	Percentage

	Strongly Agree
	39
	37.50

	Agree
	33
	31.73

	Neutral
	16
	15.38

	Disagree
	10
	9.62

	Strongly Disagree
	6
	5.77

	Total
	104
	100.00


Source: Primary Data
Chart 4.19
Shows Respondents' Opinion on Accurate and Timely Information

Interpretation: 
Table 4.19 shows respondents' opinion on the organization providing accurate and timely information at every stage of treatment. 37.50% of the respondents strongly agree, 31.73% agree, 15.38% are neutral, 9.62% disagree, and 5.77% strongly disagree.







Table 4.20 
Shows Respondents' Opinion on Effective Follow-up Services After Treatment
	Response
	No. of Respondents
	Percentage

	Strongly Agree
	36
	34.62

	Agree
	35
	33.65

	Neutral
	17
	16.35

	Disagree
	10
	9.61

	Strongly Disagree
	6
	5.77

	Total
	104
	100.00


Source: Primary Data
Chart 4.20
Shows Respondents' Opinion on Effective Follow-up Services After Treatment

Interpretation: 
Table 4.20 shows respondents' opinion on effective follow-up services after treatment. 34.62% of the respondents strongly agree, 33.65% agree, 16.35% are neutral, 9.61% disagree, and 5.77% strongly disagree.






Table 4.21 
Shows Respondents' Opinion on CRM Practices Improving Overall Quality of International Patient Coordination Services
	Response
	No. of Respondents
	Percentage

	Strongly Agree
	39
	37.50

	Agree
	34
	32.69

	Neutral
	15
	14.42

	Disagree
	10
	9.62

	Strongly Disagree
	6
	5.77

	Total
	104
	100.00


Source: Primary Data
Chart 4.21 
Shows Respondents' Opinion on CRM Practices Improving Overall Quality of International Patient Coordination Services

Interpretation: 
 Table 4.21 shows respondents' opinion on CRM practices improving the overall quality of international patient coordination services. 37.50% of the respondents strongly agree, 32.69% agree, 14.42% are neutral, 9.62% disagree, and 5.77% strongly disagree.





Table 4.22 
Shows Respondents' Opinion on Efficient Resolution of Patient Complaints and Issues
	Response
	No. of Respondents
	Percentage

	Strongly Agree
	37
	35.58

	Agree
	35
	33.65

	Neutral
	16
	15.38

	Disagree
	10
	9.62

	Strongly Disagree
	6
	5.77

	Total
	104
	100.00


Source: Primary Data
Chart 4.22 
Shows Respondents' Opinion on Efficient Resolution of Patient Complaints and Issues

Interpretation: 
 Table 4.22 shows respondents' opinion on the efficient resolution of patient complaints and issues. 35.58% of the respondents strongly agree, 33.65% agree, 15.38% are neutral, 9.62% disagree, and 5.77% strongly disagree.






Table 4.23 
Shows Respondents' Trust in Expert Chikitsa Due to Professional Communication and Coordination
	Response
	No. of Respondents
	Percentage

	Strongly Agree
	40
	38.46

	Agree
	33
	31.73

	Neutral
	15
	14.42

	Disagree
	10
	9.62

	Strongly Disagree
	6
	5.77

	Total
	104
	100.00


Source: Primary Data
Chart 4.23 
Shows Respondents' Trust in Expert Chikitsa Due to Professional Communication and Coordination

Interpretation: 
Table 4.23 shows respondents' trust in Expert Chikitsa due to professional communication and coordination. 38.46% of the respondents strongly agree, 31.73% agree, 14.42% are neutral, 9.62% disagree, and 5.77% strongly disagree.




Table 4.24 
Shows Respondents' Opinion on Services Meeting Their Expectations Throughout the Treatment Journey
	Response
	No. of Respondents
	Percentage

	Strongly Agree
	38
	36.54

	Agree
	34
	32.69

	Neutral
	16
	15.38

	Disagree
	10
	9.62

	Strongly Disagree
	6
	5.77

	Total
	104
	100.00


Source: Primary Data
Chart 4.24 
Shows Respondents' Opinion on Services Meeting Their Expectations Throughout the Treatment Journey

Interpretation: 
 Table 4.24 shows respondents' opinion on the services meeting their expectations throughout the treatment journey. 36.54% of the respondents strongly agree, 32.69% agree, 15.38% are neutral, 9.62% disagree, and 5.77% strongly disagree.




Table 4.25 
Shows Respondents' Willingness to Recommend Expert Chikitsa to Other International Patients
	Response
	No. of Respondents
	Percentage

	Strongly Agree
	41
	39.42

	Agree
	32
	30.77

	Neutral
	15
	14.42

	Disagree
	10
	9.62

	Strongly Disagree
	6
	5.77

	Total
	104
	100.00


Source: Primary Data
Chart 4.25 
Shows Respondents' Willingness to Recommend Expert Chikitsa to Other International Patients

Interpretation: 
Table 4.25 shows respondents' willingness to recommend Expert Chikitsa to other international patients based on their experience. 39.42% of the respondents strongly agree, 30.77% agree, 14.42% are neutral, 9.62% disagree, and 5.77% strongly disagree.




5.1 SUMMARY OF FINDINGS
· The highest proportion of respondents (32.69%) belongs to the 25–34 years age group. 
· 55.77% of the respondents are male, indicating higher participation by male patients. 
· The largest share of respondents (37.50%) is from the Middle East. 
· Most respondents (33.65%) have an undergraduate educational qualification. 
· 29.81% of the respondents visited India for general medical treatment. 
· Social Media (27.88%) is the primary source through which respondents learned about Expert Chikitsa. 
· 35.58% of the respondents found it very easy to contact Expert Chikitsa for the first time. 
· 33.65% of the respondents received responses to their enquiries immediately. 
· 34.62% of the respondents rated the clarity of pre-treatment information as excellent. 
· 34.62% of the respondents are satisfied with the visa and travel assistance provided. 
· 36.54% of the respondents rated the appointment scheduling process as very effective. 
· 33.65% of the respondents rated communication by coordinators during treatment as excellent. 
· 35.58% of the respondents are highly satisfied with the language support services. 
· 37.50% of the respondents stated that their medical concerns were completely understood. 
· 34.62% of the respondents are highly satisfied with the coordination between hospitals and Expert Chikitsa. 
· 38.46% of the respondents strongly agree that Expert Chikitsa provides prompt responses to patient enquiries. 
· 36.54% of the respondents strongly agree that the CRM system helps maintain effective communication with international patients. 
· 35.58% of the respondents strongly agree that patient coordinators provide personalized attention throughout the treatment process. 
· 37.50% of the respondents strongly agree that the organization provides accurate and timely information at every stage of treatment. 
· 34.62% of the respondents strongly agree that follow-up services after treatment are handled effectively. 
· 37.50% of the respondents strongly agree that CRM practices improve the overall quality of international patient coordination services. 
· 35.58% of the respondents strongly agree that the organization efficiently resolves patient complaints and issues. 
· 38.46% of the respondents strongly agree that they trust Expert Chikitsa because of its professional communication and coordination. 
· 36.54% of the respondents strongly agree that the services provided met their expectations throughout the treatment journey. 
· 39.42% of the respondents strongly agree that they would recommend Expert Chikitsa to other international patients based on their experience. 






5.2 SUGGESTIONS 
· Expert Chikitsa should continue strengthening its CRM system to ensure prompt and effective communication with international patients. 
· Greater focus should be given to social media marketing, as it is the leading source of patient awareness. 
· The organization should maintain its quick response system and aim to reduce enquiry response times further. 
· Visa and travel assistance services should be enhanced by offering more personalized guidance to international patients. 
· Appointment scheduling should be further streamlined through digital platforms for greater convenience. 
· Regular training should be provided to patient coordinators to improve communication and coordination skills. 
· Language support services should be expanded by including interpreters for more international languages. 
· A structured follow-up system should be maintained to monitor patient recovery and improve long-term relationships. 
· A dedicated complaint management mechanism should be strengthened to ensure faster resolution of patient issues. 
· Patient feedback should be collected regularly and used to improve CRM practices and international patient coordination services. 
· The organization should regularly evaluate the quality of its services to maintain high patient satisfaction. 
· Advanced digital technologies should be adopted to improve operational efficiency and service delivery. 
· Continuous staff development programmes should be conducted to enhance professional skills and customer service. 
· Strong partnerships with hospitals and healthcare providers should be maintained to ensure seamless patient coordination. 
· The organization should promote a patient-centered approach by focusing on quality, transparency, and continuous improvement in all service activities.
















5.3 CONCLUSION 
Customer Relationship Management (CRM) has become an essential component of the healthcare industry, particularly in medical tourism, where effective communication, coordination, and personalized support play a significant role in improving patient experiences. A well-implemented CRM system helps healthcare organizations build trust, strengthen patient relationships, enhance service quality, and ensure efficient coordination throughout the treatment journey. By integrating technology with patient-centered services, healthcare providers can improve operational efficiency, increase patient satisfaction, and establish long-term relationships with international patients.
The present study on Customer Relationship Management (CRM) and Its Impact on International Patient Effective Coordination Services with Reference to Expert Chikitsa concludes that CRM practices have a positive impact on international patient coordination services. The findings indicate that most respondents were satisfied with communication, appointment scheduling, visa and travel assistance, language support, and coordination between hospitals and Expert Chikitsa. A majority of the respondents also expressed positive opinions regarding prompt responses, personalized attention, timely information, effective follow-up services, complaint resolution, and the overall quality of CRM practices. Furthermore, a large proportion of respondents stated that the services met their expectations and expressed their willingness to recommend Expert Chikitsa to other international patients. Overall, the study concludes that effective CRM practices contribute significantly to improving patient satisfaction and strengthening international patient coordination services.
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QUESTIONNAIRE
A Study on Customer Relationship Management (CRM) and Its Impact on International Patient Effective Coordination Services with Reference to Expert Chikitsa.
1. Age
a) Below 25 years
b) 25–34 years
c) 35–44 years
d) 45–54 years
e) 55 years and above
2. Gender
a) Male
b) Female
e) Other
3. Country/Region of Residence
a) Middle East
b) Africa
c) Asia
d) Europe
e) Other
4. Educational Qualification
a) High School
b) Diploma
c) Undergraduate
d) Postgraduate
e) Professional Qualification
5. Purpose of Visiting India
a) General Medical Treatment
b) Specialized Surgery
c) Cosmetic Treatment
d) Fertility Treatment
e) Other Medical Treatment
6. How did you first learn about Expert Chikitsa?
a) Social Media
b) Hospital Referral
c) Friends/Relatives
d) Website
e) Medical Consultant
7. How easy was it to contact Expert Chikitsa for the first time?
a) Very Easy
b) Easy
c) Moderate
d) Difficult
e) Very Difficult
8. How quickly were your enquiries responded to?
a) Immediately
b) Within 24 Hours
c) Within 2–3 Days
d) After 3 Days
e) Very Late
9. How would you rate the clarity of information provided before treatment?
a) Excellent
b) Good
c) Average
d) Poor
e) Very Poor
10. How satisfied are you with the visa and travel assistance provided?
a) Highly Satisfied
b) Satisfied
c) Neutral
d) Dissatisfied
e) Highly Dissatisfied
11. How effective was the appointment scheduling process?
a) Very Effective
b) Effective
c) Neutral
d) Ineffective
e) Very Ineffective
12. How well did the coordinators communicate during your treatment?
a) Excellent
b) Good
c) Average
d) Poor
e) Very Poor
13. How satisfied are you with language support services?
a) Highly Satisfied
b) Satisfied
c) Neutral
d) Dissatisfied
e) Highly Dissatisfied
14. How well were your medical concerns understood?
a) Completely
b) Mostly
c) Moderately
d) Slightly
e) Not at All
15. How satisfied are you with the coordination between hospitals and Expert Chikitsa?
a) Highly Satisfied
b) Satisfied
c) Neutral
d) Dissatisfied
e) Highly Dissatisfied
Tick (✓) one option for each statement.
	No.
	Statement
	Strongly Agree
	Agree
	Neutral
	Disagree
	Strongly Disagree

	16
	Expert Chikitsa provides prompt responses to patient enquiries.
	☐
	☐
	☐
	☐
	☐

	17
	The CRM system helps maintain effective communication with international patients.
	☐
	☐
	☐
	☐
	☐

	18
	[bookmark: _GoBack]Patient coordinators provide personalized attention throughout the treatment process.
	☐
	☐
	☐
	☐
	☐

	19
	The organization provides accurate and timely information at every stage of treatment.
	☐
	☐
	☐
	☐
	☐

	20
	Follow-up services after treatment are handled effectively.
	☐
	☐
	☐
	☐
	☐

	21
	CRM practices improve the overall quality of international patient coordination services.
	☐
	☐
	☐
	☐
	☐

	22
	The organization efficiently resolves patient complaints and issues.
	☐
	☐
	☐
	☐
	☐

	23
	I trust Expert Chikitsa because of its professional communication and coordination.
	☐
	☐
	☐
	☐
	☐

	24
	The services provided met my expectations throughout the treatment journey.
	☐
	☐
	☐
	☐
	☐

	25
	I would recommend Expert Chikitsa to other international patients based on my experience.
	☐
	☐
	☐
	☐
	☐






Percentage	
Below 25 years	25–34 years	35–44 years	45–54 years	55 years and above	17.309999999999999	32.69	25.96	15.38	8.66	


Percentage	
Male	Female	Other	55.77	40.380000000000003	3.85	


Percentage	
Middle East	Africa	Asia	Europe	Other	37.5	23.08	20.190000000000001	12.5	6.73	


Percentage	
High School	Diploma	Undergraduate	Postgraduate	Professional Qualification	13.46	19.23	33.65	24.04	9.6199999999999992	


Percentage	
General Medical Treatment	Specialized Surgery	Cosmetic Treatment	Fertility Treatment	Other Medical Treatment	29.81	26.92	13.46	16.350000000000001	13.46	


Percentage	
Social Media	Hospital Referral	Friends/Relatives	Website	Medical Consultant	27.88	23.08	19.23	17.309999999999999	12.5	


Percentage	
Very Easy	Easy	Moderate	Difficult	Very Difficult	35.58	32.69	17.309999999999999	9.6199999999999992	4.8	


Percentage	
Immediately	Within 24 Hours	Within 2–3 Days	After 3 Days	Very Late	33.65	30.77	18.27	10.58	6.73	


Percentage	
Excellent	Good	Average	Poor	Very Poor	34.619999999999997	31.73	19.23	8.65	5.77	


Percentage	
Highly Satisfied	Satisfied	Neutral	Dissatisfied	Highly Dissatisfied	32.69	34.619999999999997	17.309999999999999	9.61	5.77	


Percentage	
Very Effective	Effective	Neutral	Ineffective	Very Ineffective	36.54	29.81	17.309999999999999	10.58	5.77	


Percentage	
Excellent	Good	Average	Poor	Very Poor	33.65	32.69	18.27	9.6199999999999992	5.77	


Percentage	
Highly Satisfied	Satisfied	Neutral	Dissatisfied	Highly Dissatisfied	35.58	31.73	17.309999999999999	9.6199999999999992	5.77	


Percentage	
Completely	Mostly	Moderately	Slightly	Not at All	37.5	29.81	17.309999999999999	9.6199999999999992	5.77	


Percentage	
Highly Satisfied	Satisfied	Neutral	Dissatisfied	Highly Dissatisfied	34.619999999999997	32.69	17.309999999999999	9.6199999999999992	5.77	


Percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	38.46	30.77	16.350000000000001	9.6199999999999992	4.8	


Percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	36.54	32.69	16.350000000000001	9.6199999999999992	4.8	


Percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	35.58	33.65	15.38	10.58	4.8099999999999996	


Percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	37.5	31.73	15.38	9.6199999999999992	5.77	


Percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	34.619999999999997	33.65	16.350000000000001	9.61	5.77	


Percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	37.5	32.69	14.42	9.6199999999999992	5.77	


Percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	35.58	33.65	15.38	9.6199999999999992	5.77	


Percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	38.46	31.73	14.42	9.6199999999999992	5.77	


Percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	36.54	32.69	15.38	9.6199999999999992	5.77	


Percentage	
Strongly Agree	Agree	Neutral	Disagree	Strongly Disagree	39.42	30.77	14.42	9.6199999999999992	5.77	
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