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Abstract

Physical therapy and rehabilitation medicine has been entered Taiwan over 52 years. Since our
elder people will continue grow up, physical therapy and rehabilitation will play an important role
to sustain mobility, activity of daily life, and quality of life for our people. But our rehabilitation
and physical therapy industry environment is getting worse and more competitive due to the
reimbursement of our national healthcare insurance is getting stridently, and there are more and
more rehabilitation institutions set up. Compare to the prosperity of American rehabilitation
industry, there must be something we could learn from their evolutions. Researcher want to study
the business condition of our rehabilitation institutions, and research the development of American
rehabilitation industry and the experience of key rehabilitation company of the industry as the
benchmark of our rehabilitation industry and institutions.

This research will discuss the following questions: 1. Comparing to American rehabilitation
industry to find out the growth opportunities of our rehabilitation and physical therapy industry. 2.
Comparing to the rehabilitation institutions with different business type to find out their business
strategy in this time and their growth directions in the future. 3. Giving our rehabilitation
institutions and physical therapy practices suggestions in operating business in the future by our
research findings. 4. Giving the different rehabilitation institutions and physical therapy practices
suggestions in planning and implementing their service marketing strategy.

This research is an exploratory study conducted by case study and secondary data literature.
This research analyzed the rehabilitation industry of U.S. and Taiwan by the secondary data like
historical documents, archives, and related cases reports, and draw up the strategy configuration of
the American rehabilitation enterprises like NovaCare Inc., and Select Medical Corporation. In
order to understand the business strategies and service marketing policies of Taiwan’s rehabilitation
institutions, this research chose four institutions with different types as the business cases and
interviews their owner of the institutions.

Four growth opportunities of Taiwan’s rehabilitation and physical therapy industry were found
in the research: 1. Develop self-paying medical services; 2. Join the value chain of other industries;
3. Keep the NHI payment as major revenue source; 4. Expand the business scale by franchised or
merge and acquisition.

By comparing different types rehabilitation institutions in their business strategies and future
growth directions, four points are concluded: 1. The rehabilitation department in hospitals should
choose differentiation strategy and provide differentiated services by integrating other professionals



in the hospital. The department would choose product expansion as their growth direction by adding
some self-paying services along with the existed services. 2. The rehabilitation clinics should
choose cost leadership strategy, aim at the major customers and offer services for them, competing
with other rivals by efficient treatment process and affiliation with their clients. They would choose
market penetration as their growth directions in the future and control their peripheral communities
as markets. 3. Self-paying rehabilitation clinics should choose differentiation strategy; provide total
solutions to the premier customers. They would choose vertical integration as their growth
directions and develop physical products to last their business in the long run. 4. Physical therapy
practices should choose focusing strategy; focus on specified techniques, aiming at the specified
customers to gain word-of-mouth effect. They would choose market expansion by franchising to
increase new practices and enter new geographic market.

Seven suggestions to Taiwan’s rehabilitation and physical therapy manager were concluded: 1.
Operating chain practices should be considered; 2. Create differentiated services by inter-discipline
cooperation; 3. Building the vision, values and culture of the organization is very critical; 4. See the
employee’s satisfaction as a managerial indicator; 5. Set up marketing and sales positions and
improve staff’s selling techniques; 6. Manage the brand of the institution is more beneficial than
manage personal brand; 7. Adapt IT systems to improve the managerial efficiency and the
correctness of decision.

The findings give suggestions to different rehabilitation institutions in service marketing
planning and implementing:1. The rehabilitation department in hospitals should assign people who
are responsible for sales and marketing in their organization. They should offer the experience
which is different from NHI rehabilitation services by sales training and encourage methods. 2. The
rehabilitation clinics should put effort in public relationship activities and build strong relationship
with the residents in peripheral communities. Manage the employee’s satisfaction; make customers
satisfy with the service provided by the satisfied staff. 3. The self-paying rehabilitation clinics
should develop the brand value of their institution. Educate their staff to develop their skills and
empower them for operating in the long run. 4. The physical therapy practices should set up

company to develop the franchised professionals and market the institution’s brand.
Key Words: Physical Medicine and Rehabilitation, Physical Therapy, Industry Analysis,

Strategic Market Analysis, Business Strategy, Service marketing, Self-Paying

Medical Services
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Michael Porter (1980) 2% i e & ¥ 7 H Rl & 2 - gd > £ 2 3%
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/ﬁ i F‘ 01l p) k=R e (LN

B12-10 ~ i3 &+ {5 Portersg s vk (4L k& © Zimmer & Scarborough, 1996)
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B Al FenE FHSZRRIBE 22 FHLEN BRASERACES &
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Bl 2-12 : A4 EdfopRarRKE (TR KR - E A > 2003)

FH e bl fEV AR FEIB LR FF R L EE
BHEp e BFLEramifd> N s o (74 e & 4420k Broden #1964
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penetration) e — B & £ 7 i ¢ A W2 3 L HIH L NHEF AL LD
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expansion) §vi o % = BiEIE AR e chA SR DIAT B¢ h B4
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GEG FWEeh- BEHF o A% Sl HY > BREPFEFT NG LT Ml
7 (Nosse, 2010 ) -

THA-FERI DAL TR ZEFZ AR DETHRED AR @
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IR EAEERY I 206 mE £ (IBISWorld, 2010) » H ¢ jh= B ¥ a0
A 8% 140 % & (Firstresearch, 2010) o B ¥ ¢h4p i #1426 20,000 -
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WAL R A oS £ FEFL DL A AL 2000 & 2 i AT AR L

(‘f,g+
W
oL
bt
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FRAAREEFDSY RGBT R e A8 @y g4
WIS ARR SR R GRS T o 5 - BRRIAY S F R EGREH
s NovaCare > H ‘5% W vk » gﬁﬁk‘—;—ﬁf% B R A TS B =% (Harvard
Business Review) & % » {5 & ] 4 % Wiz Foc L e %A 418 § % Select Medical
Corporation- * & % = i i 5 Select = ¥ g #5 3 % ~ PA7%18 7 &2 fRiReHE pLIE & 17

HoP Rt i #4cAiB20 R 2 ELERMHA PR ELNF R -

Wi

ﬂ‘@]fﬁ&%f? i 1 %) 4 1“ G 'JE\‘@?L#' ﬂt‘!lﬁ, AKRpERERE T

B - 5 g B B B AR o vl g Y R BB A

2 A L E AT Ak o

- ~ NovaCare Inc.i# %

B¥ER
NovaCare Inc. % 1976 £+ 2 B 3 d - BF 3 inrorpls » 27 5 8 L4

% InSpeech Inc. » i & 3% i % 38 {4 e13E 3 /5% PRF% o InSpeech #1985 & pFd &+ &
T A1 Jhon H. Foster <3 Foster Management Company 7R o § BF % B i
B F IR R EAANFIESF B o B R F ok T HELH 2 FHE
2R ki - o F ST RePRE ARG R EF A FHER 2 Rp ¢

Vo Ve io BP0 30 A5 5 SRIR 20 FAT BABHE N o0fR iR RIS @ AR RS HERGE
F% & %059 (contract therapy ) - InSpeech = @ L & EiF et chf i - £ F 12

PR 2 P34 cpdih4 B HAE B an ] A0 R R ATy S SR A

A P ISR B BRG s R R R LR N s S PRI o EERR AU
A KA %; A PR 1986 1 1988 £ & > InSpeech = & fE S5 R F st = & o

51



Tl & = B o kp MediCare enifig 34 i ik 3 40 ) 8595 > & @ % & 3t 1986
£ 117 e T B 71 s - 1988 & FF InSpeech ot & ey 38§ Flib T %
B 29 o 2 GE 2~ 42:F 1400 Kﬁiﬂ—’_ﬁﬁﬁ °

dTPE R R Ly e R RE R R PRAEE A Y E
FHRE P JIBRS > RER R RFRFESMBAEP - AR 20 ER

Z (turnover rate) 42 509 - i F it L 4 A EE 0 HELZ YT 2 PR

IERERIRTE 0 MEY o (SIERELFERTNE A BERE T -

% f2i-InSpeech = P e F A 4% > 1989 &£ d T FZ KN Bl
Timothy Foster iz 2> & (4% » 87 - @ P chEMHEL 7 > L3 LATTLE
(repositioning ) %“ﬁ“r} P EAERDERR X B2 AL i NovaCare » A7
P L AL & P R R IRAR PG AR AR R g 3] R 27 6 i

(credo)~ 7 5 (purpose)~ L & kT 2 P enpPro f EE BR 2 1 o g3 e

PR AR EE EFE EREHARF hEE N .EL}%«( inverting organization )
9%*&%%.@&13%& LR A1 (PR E o P EALE RS Y -SSR R nT $ 2
RI1BER AR R RBBFARBLR - REATTLERZE 0 2

PR TR T K o AR A 1089 #E 4 24 L g g E o & NovaCare § iz
B4 S E > JIER 40 B 1 A B 1000 4 £ HFH{4c T 1800 4 0 & (FeigEm
W e 7] 1680 Fo k3 £ 57% A 1 #1991 & T '3 3 329 > 1992 &
LP1 21% > %ih» ~tgs& o
% 1992 = NovaCare frig 7 s e & chf el = & > 2 P o p <

SRR E W “$ 1B penEZ K E 2 ¢h > NovaCare » #-F £ &7 » @Ef;;t%%}‘%
Y B R RRRIEY o &7 AR P HEY > NovaCare » 11 H p v en g
2 b fopie B E IR B M niER o & 1998 E R 0 270 P kK RIRTE
£ Xpindy b & fw F T 3506 ~ & B & L PRGRTE 3690 ~ AR IEE B s R ¥ T

£ 159 ~ B 1 PRAEF J K 149 -
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NovaCare # 1999 # ¥ %2 2 Rt R o d 4R H%E » g L 4R

(perspective payment system, PPS) § % » &'a 51 ~ tg4g-k » 3F S E®2 33 £

S

POEAREIRIE ) RPN ER 2 RE ISR Y EE 609 PR RS AL R KE
p 18,000 A = b 3 16,000 A =t o fFT R £ SRR B o T > NovaCare 8 % Bk

¥ k54F 2. 1444 Select Medical Corporation #7 & pt » = 2 H 209 0 & ¢ 4 00 2

Years Ended June 30, 1991 1990 1989 1988
Statement of Operations Data™
Net revenues $151,532 $102,110 $ 69,975 $ 56,612
Cost of services 95,129 62,632 44,389 35,941
Gross profit $ 56,403 $39.478 $ 25,586 $ 20,671
Selling, general and administrative expenses 25,935 19,944 16,587 17,509
Merger expenses 93 - — -
Income from operations $29,875 $ 19,534 $ 8,999 $ 3,162
Interest expense (552) (1,383) (1,6386) (1,516)
Interest and dividend income 2,293 1,750 1,358 1,416
Amortization of excess cost of net assets
acquired (960) (905) (886) (887)
Loss on marketable securities - - - (2,468)
Income (loss) before income taxes and $ 30,656 $ 18,996 $7.835 $(293)
extraordinary item
Income taxes 10,341 6,614 2,728 752
Income (loss) before extraordinary item $20,315 $12,382 $5,107 $(1,045)

Extraordinary item:
Tax benefit from utilization of net operating
loss carryforward - - - -

Net income (loss) $ 20,315 $ 12,382 $5.107 $(1,045)

Per Share Data®
Income (loss) before extraordinary item S 64 $ .43 $.19 $(.04)
Extraordinary item - - - _

Net income (loss) $ 64 $.43 $.19 $(.04)
Weighted average shares outstanding® 31,543,12 28,530,04 27,021,04 26,554,45
2 0 2 0
Net income (loss) as a percentage of net 13.4% 12.1% 7.3% (1.8%)
revenues
As of June 30, 1991 1990 1989 1988
Balance Sheet Data
Working capital $ 66,721 $ 41,680 $ 33,294 $ 31,515
Current ratio 6.06:1 4021 4961 4481
Total assets 127,489 87,912 73,609 72,386
Total indebtedness 1,037 14,075 15,908 18,915
Total liabilities 13,975 25,107 23,831 27,781
Stockholders’ equity 113,514 62,805 49778 44 605
Return on average equity® 23.0% 22.2% 10.9% (2.4%)

Source: NovaCare, Inc., Annual Reports, 1990 and 1991.

% 2-7 ~ NovaCare € 372 =474 B (FA k& : Katz » 1995)
53



3 -+

20+

MovaCare Stock Price
{Month End Adjusted Stock Price)

Turnover rate
down to 27%

Repositioning

we=="T T T sapsm

May MOV, haay [ = Mov. M3y Nov. May Mo,

1988 1989 1290 1291 a2

] 2-16 ~ NovaCare & 7 _i=prdp i % it (F# &k © Katz » 1995)

Enter

prosthesis
35 and rehab
30 hosp market

NovaCare Stock Price

PPS passed

LNovaNet plus
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released p

by SEM

\ /
25
N
20 1\7y/

15 -
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P e U

5

0 | | | | | ! !
1992 1993 1994 1995 1996 1997 1998 1999

] 2-17 ~ NovaCare & #p 3% % 3 (F 4L k&R : Barret » 1999)
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PRl W R B kA 47 NovaCare &ié &2 ~ m M EHgE ~ 4 4

FRAGEYERG ) AL T A

P

% NovaCare £ ~ ¥ - f :

ER R % E R 1) SRS FEl R LR A N
1985 InSpeech B 4 | #3® 2 Ry & | John Foster B Fr 17000 % | FER U e
B REES | ¥ MediCare s ¥ R Rk
R Ef s PRERE
e o S L
i
1980 InSpeech #c £ | & (%% ik Tim Foster 1 | & # 25000~ | @#4les - | €72 ¥
NovaCare EooEE2 | EZRAPN 32000 # ~ £ M HEE R | 2 RE
B et 05 et g EIEEL Y i
PR A%
1995 | ErHEE R B EEGIR | RS EE
2R 1R o e TS
s B - T i
FUf BRI
A
1998 W R A B Fr f”?f-‘?.'fi@ ¥7 3R
BB o HEI ELIES

1.

% 2-8 ~ NovaCare Inc.& <~ 2 E ¥ ¢

e

a2
= WE .
. IF’ Ill-k .

® FaiHKdTRAEFT o FRBLNAPE S A

\::»:u

(F AL %k : Barret > 1999)

1 4 24 - = (Making Life a Little Better ) -
g A

CEFE R RAEE S i Rl AR 1B K

% 1989 # & 27 % > 2 4- » NovaCare 5d B ¥ i 4 ehilek ¢ % £ATT&

»

PNt Ak o AEE KLY FFE IS Y - SURTEA R aB R g T
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ToApE A epegg s BT 4 (field manager) ¥ 4 K g2 AR 4 o -

dOA ARG RATEFER hin o & P B 7 & ke BiE o 15 % > NovaCare
B KATA DRBE e iRIER R 1 O 7

RS B

_l

»

L AT S RS

ForE R GT Rl ER AR DL AR -

N

7 -

MPRARp e b e g R2LF ML BB SR AR T BT A J T R s

TP R IR B eanfirR ~ PR AR ~ B R EDIRT FEFIR o 7 RadE
R RS EE T R T AT

RIHEEE AW A B

AR AML o P £ B B E L NovaCare

T¥EROHME S L ELEF A KD

John H. Foster
Chairman
Chiuef Executive

Officer
(New York, NY)

Jeffrey W. Rose
President
Chief Operating Officer
(Valley Forge, PA)

Corporate Vice Presidents

- Regulatory Affairs

— Marketing and Sales

- Human Resources

- Finance

- Corporate Development

(Valley Forge, PA)

Timothy E. Foster

Senior Vice President-

Operations
Speech Therapy

(Valley Forge, PA)

Dennis G. Sherman
Vice President-
Operations
Rehab Care Division
Occupational and
Physical Therapy

(Valley Forge, PA)

|

Vice President-
Operations

Eastern Division

|

Vice President-
Operations

Eastern Division

Area Manager
(5 areas)

l

Area Manager
(2 areas)

Clinical Supervisor

l

Area Manager
(3 areas)

Clinical Supervisor

[

Clinician
(Speech)

Clinical Supervisor

Clinician
(Speech)

l
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Therapist
(Occupational
and Physical)




B 2-18 ~ 12 & ¥ % £ 3% 9 InSpeech ‘wﬁkb’%‘] (F4L kR : Katz » 1995)

& InSpeech P » 2 P e gl R R B E Wk F AP 5 bl Kip
AREPRBOFTEFIFER S FHERCAATRESN C FIIHEER
W BN AR R E R 2EELT 20 5 B 1000 5 B E S b o 7
RERARHBRAREEE RFL A E LR EfE Lo edgd 4 8
2 2z 0 & - SenfRp B d(clinical supervisor) & i 4 &4 4 4 g2 % 2 R
FEFE - PR EREAREZERBREEA DT 0 2 RIEBRILY - R
FBFHITNT REE2LE o NBEETLHANPRIES 3 E 2
InSpeech ## #2 F R LA k- BE " HAFEENFHEIEHIF

g TR 0 i S E I 2 73t InSpeech & 2 4 % o

([ J
-

REATES
EATE 3 E ¢ 0 NovaCare e SR g i b s e A - & 1) Bl S 4
s kg (invert the organization’s power structure ) » 12 ﬁ&-ﬁ'fﬁ« PR TR

B RS RO P FRcA RS IR § - SR Y

Lo FELZBEE R RFHIEIIMP RGO REST N e W
H - ? RE LA BN o - RE A PR E LKL

BLEH - 3 U SBE £ Al ATHNSRHEN > 2 A4 {FHRBE T
REEWB TR oA N EEN o 5 - USRS FlR Ry E e #
NoveCare 2 2 { 4Fih w4 » ¥ § B 3Tk £ 401 0 Alid { 5 oc o
,H_Tsk PR - AR A E ﬁﬁ&gﬁﬁf#iﬁ (direct care provider,
DCP)» L™ - & &% 3% (32 (division manager, DM )~ $RF® 3@ 2 T Rk & F

%32 (areamanager)~ T i RETH BB IAR O FEMESZ o
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DCPS (direct care providers)

District managers

Area managers
Division managers

Chief operating office

® 2-19 ~ NovaCare i]# ;8 e %7 L B (FH Kk 0 275 F1L)

BHEH A4 FRRG

FiE e s EpaE 2o m S A K > NovaCare 54 4 F ik o

K} )‘A‘
—\\
NS

v}s ,.*,‘;;%?JL = % TR tEtE A R Hund F ﬁj_ 47 E ﬁ%,‘;%ﬁ* { 4v mgﬂ

BERIEAS R R R kA T LR EEEL AT G sk
BLBE G o Ry B I 2 R o Bl S R e dE. @ NovaCare @ r4e 2 AR
LR R o S Bl N R E ARG e B T E R

(DCP) 3% — (=30 38 » & NP @ okl (~ 4337 A B42:6 100 § £ &
PP MPERFTEFREN R E M R FRES - B Fa T
ML F o

o Ry B T iRk 1 —‘ﬁ (clinical coordinator ) % B4 +% 3% I

sk 10T EREBEE ZDCP a4 » NP EEAHE P PR
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DCP ik it-Wit ? » PARER B EF o H > o AP H i RE > o
NovaCare n3F & 3 %I p (7T A B3 ~ » 74 {rpdiradts 3
ERBPE Aot - RO A RBOHEE A FTRALNEEZ RS DORED

FET 2 2 B3 6 e 17 1) NovaCare #7 K3 epR 7% o

¥

A R #FF L o NovaCare & pFrf H 3 8 K #F > $IRIBPEFALE T A 4
mﬁﬁﬁw’?hﬁéiﬁﬁmﬁva%&ﬁ%u%/m S RN o i 1.2l
AR F P LA RDE]] 0 B REESRF N T 60% 0 s B iy
59 1k i 10 3096 0 B fde s BB ik 1501006 o B T 2130 UL 4
AL B 8 I P R & eh 500 o e S gl ik 3096 0 H s PR
it 20% -

A HE R & effr
NovaCare £ {4 # {5 4= 2. % Select Medical Corporation P » 3 & ¥ ¥ % K
EERRL AR R 2 R FRELSE O RS ERE T B
big

SHBEBRORPHA Y DERR 2L H o Select & 7 P4 F 3**'{1% EALs

LB FEEY ~ 5 e & i > vt NovaCare { 7 & ¥ 3k 5 B9 chsiid o 3t
Bl 5 i ¥ R > R KT TR RS LRI M
FlF g E AT ROER o K s R E A ARL F o g
wCEE A SR R RTEPA A PR B2 YR R A AR PR

RELFEF27F 7

ar&
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~ Select Medical Corporation ® %

SY AR

Select = & &_d F= 32 ;5% FF Rocco A. Ortenzio - # 3t 1996 & £] = » A=
Select z_ % » Ortenzio i © *# £ £ s E 3= & - w—’,;m b F S B S
MBRED S AW HEFFEE - R FEK o frr 225 Rocco A Ortenzio
BRI N P g dET LAl F P w < MLRocco # i Select e ¥ & 0 ¥2+ Robert
¥ iz Select 34 7 & o

B4 el 3FT o Select 2 7 a8 77 A 1998~2003 £ o & § 5 £
FIF R &£ LRBPIRE TP £177 - @ D RF LG 1998 & 6
American Transitional Hospitals 1+ 2 Intensiva Health Care Corp. » 1999 # & pd
PFHLEC S > BB+ e NovaCare w4 28 F® » 2003 # & i Kessler Rehabilitation
Corp. % o

o7 pow BB kA & 5 Select Medical Holdoing (SMH) & e §z# < #7

+B oo @ 227 4 7 % 4 18 o Select Medical Corporation > # PRAFHE:C A G &

%

PR PR F iRz <] o %0 Select 2 Bt 2 F EM S
e AL R g o B3 2000 £ AR KM R F 94 T A F 047 R Y
R~ B 16 VA2 400 TR O E 2 o eI Fo Pl X A REY
S B A RBeR 1R E R o MR 1 X ok 21,000 4 o ¥ i Rk
it % % 42 %" (SELECT %3t > 2010)

SMH 2 7 end f1 8 d JRATE L & 0T BB IR ER ERELF (4r
ARG RE) F RIS  BPFRRBSEREFROIEDE L
BagFraimd APPSR ET EREF LG Fi R ERF

PR HPRFE o
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REF B L BARS BRAC A B PR EIRAR o @
FPZAETERND B 0B mE 90K Tes o P4 L& FJRFF
LRTUIRZE B A V- ARl et ik4p P ¥ % # (activity of daily life, ADL)

Wi e

Outpatient

Specialty
Hosp.

Rehab

N
[ Acute Care } E Rehab Care [ Clinics } ontract Servic%
Y,
an | Ak &% Kessler
Select, Wheed, WSelect KORT zessunenorcorms
A‘\ e J.‘lu’.'.'r."P\::'.ﬂ'.'w.:f: “_Nh”“m,' i
M5, 2
o o Kessler o NovaCare
PRRciy i a Seleet Medical company ko M

Bl 2-20 ~ Select = P 48 & &iE™ & & (T4 ki Select 2 )

Y 2006 2007 2008

Y E Ptk 96 Fe 87 #e 93 e

Y B i 544 F_ 999 F_ 956 F_
R $1.85B $1.99B $2.15B
B E 13.90% 9.73% 9.11%
2 g $ 118M $ 55M $ 43M
EAF 6.3% 2.7% 2.0%

# 2-9 -~ Select > 73T & kR (FHR KA SMH £ ~ A7 FL)
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