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The doctoral dissertation examines the activities of selected non-public medical entities in Poland and Croatia's medical tourism sectors, which aim to enhance customer satisfaction through high quality of service and support.
Consumer safety is a key element of medical tourism services. Customers expect high standards of medical care and, above all, safety at every stage of the medical procedure. The medical tourism market has increasing potential for consumers seeking medical services. Adhering to responsible business practices, ethical standards, and patient safety regulations, along with maintaining transparent communication, significantly contributes to building trust and enhancing patient satisfaction.
The main goal of the doctoral dissertation is to assess the quality of services and support for medical tourists in building their satisfaction in selected private medical facilities offering medical services in the realm of medical tourism in Poland and Croatia.
The objective of the study was achieved in two stages. In the first stage, entities operating in Poland and Croatia were examined (qualitative research). The second stage focused on Polish medical entities (quantitative research methods). To achieve the main objective, it was essential to answer the research questions, which also represented the specific goals. Two research methods were used to provide answers to the research questions:
1) qualitative research, i.e.: individual in-depth interview - IDI (Individual In-Depth Interview) in the case of three entities located in Poland and CATI (Computer - Assisted Telephone Interview) in the case of three entities located in Croatia;
2) multiple case studies for twenty individual cases.
In order to determine what factors and with what intensity influence the building of medical tourist satisfaction by medical entities, the "epsilon" statistical method was used. The technique allowed for estimating the impact of selected Y variables on selected X variables in the process of providing services and customer service in medical entities in medical tourism.
The cognitive aim of this work is to identify and assess the quality management activities of medical entities serving medical tourists, focusing on the provided services and their significance in building customer satisfaction. It was also crucial to assess the alignment of the services provided with the expectations of medical tourists - the process of building their satisfaction before, during, and after a medical procedure.
The work's application goal is to indicate certain "good practices," which can be conventionally called patterns of conduct, that other facilities can use to build customer satisfaction with service quality.
After separating and identifying research problems, research hypotheses were formulated and verified based on the analysis of data obtained from a survey questionnaire (quantitative study) using statistical methods.
The research's scope covers 2021 (from January to April - qualitative research) and 2022 (from May to August - quantitative research).
The scope of the research encompasses highlighting the significance of building customer satisfaction through service quality and standards in the studied medical entities within the medical tourism market.
The subjective scope of the research includes respondents from twenty-three non-public medical entities.
The spatial scope of the research covers enterprises located in Poland and Croatia.
Apart from the introduction and conclusion, the dissertation consists of 6 chapters divided into three parts: theoretical (Chapters 1 - 3), empirical (Chapters 4 - 5) and projective (Chapter 6).
The introduction focuses on explaining the reasons for undertaking the research, identifying the main cognitive gaps, defining research goals and presenting research hypotheses. Next, an outline of the work arrangement is presented.
[bookmark: _Hlk89115200]The first chapter, entitled "Medical Tourism Services", presents issues related to the essence of medical tourism in the light of the domestic and foreign literature on the subject. A review of definitions was conducted, aiming to systematize them. Medical tourism in the Polish market was characterized by emphasizing its place in the world. Attention was also drawn to its important role in developing cross-border services, as the European Parliament Directive on freedom of movement underscored.
The second chapter, entitled "The Role of Service Quality and Customer Service in the Medical Tourism Market", was devoted to theoretical aspects of service quality and customer service. Particular attention was paid to the elements of quality development in medical tourism, taking into account the product as a key marketing instrument in the process of building the relationship between the entity and the medical tourist. Staff and customer service were also given importance in building the quality of service. Moreover, this chapter discusses the importance of health needs mapping in identifying and serving customer needs.
The subject of consideration and analysis in the third chapter, entitled "Customer Satisfaction and its Importance in Building Customer Experience on the Medical Tourism Market", is the definition of the term "customer satisfaction" in the light of the literature and its role in shaping the customer experience. In this chapter, attention was paid to the relationship between satisfaction, experience, customer loyalty and quality, which is important for building the relationship between the service provider and the service recipient.
The fourth chapter, entitled "Empirical Verification of Building the Satisfaction of Domestic and Foreign Medical Tourists in Selected Medical Entities in Poland and Croatia (Qualitative Research)", discusses the results of individual in-depth interviews conducted in selected three Polish and three Croatian facilities based on the author's interview scenario. The study analyzed and assessed the activities of medical facilities in specific areas, focusing on their impact on shaping service quality and enhancing satisfaction among medical tourists.
The fifth chapter, "Building the Satisfaction of Medical Tourists Through Quality in Selected Medical Entities on the Polish Market (Case Study)," discusses the research methodology and the factual material collected from the research areas mentioned above.
The last sixth chapter, entitled "Assessment of Practices Used by the Surveyed Entities in Building Customer Satisfaction." is analytical and projective in nature. An attempt was made to capture similarities and differences in building customer satisfaction in Polish and Croatian healthcare entities based on a qualitative study (IDI) and a quantitative study (case study). The above attempt contributed to the definition of so-called patterns, which can be implemented as "good practices" for other operators focusing on providing services in medical tourism, which became the subject of discussion later in the chapter.
In the final part of the work, a summary, hypotheses response, and conclusions were formulated based on both the literature review and the findings obtained through the Author’s own research presented in the dissertation.





