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ABSTRACT

Aesthetic medicine is a rapidly evolving field integrating knowledge from various medical specialties to enhance physical
appearance, boost self-esteem, and improve quality of life. This study investigates patients’ satisfaction with innovative
aesthetic medicine services in Poland, focusing on determinants influencing the selection and effectiveness of treatments.
Utilizing data from 745 patients across large clinics and in-depth interviews with 20 physicians, the research evaluates
popular procedures, post-treatment outcomes, and consumer loyalty using the Net Promoter Score (NPS) technique. Results
indicate high satisfaction levels, with botulinum toxin type A and hyaluronic acid injections being the most favored
treatments. Patients highlighted factors such as professionalism, technological innovation, and clinic environment as critical
to their positive experiences. The findings underscore the importance of aligning service offerings with consumer
expectations and leveraging advanced technologies to drive growth in the aesthetic medicine sector. Future research aims
to expand the analysis to international markets, further exploring satisfaction determinants across diverse cultural and
economic contexts.
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ABSTRAKT

Medycyna estetyczna to szybko rozwijajaca sie dziedzina, integrujaca wiedze z réznych specjalizacji medycznych w celu
poprawy wygladu fizycznego, podniesienia samooceny i poprawy jakoSci zycia. Wyniki badania zaprezentowane
w artykule dotyczg satysfakcji pacjentdw z innowacyjnych ustug medycyny estetycznej w Polsce, koncentrujac sie na
czynnikach wptywajgcych na wybor i skutecznosé zabiegdw. Wykorzystujac dane od 745 pacjentéw z duzych klinik
w Polsce oraz przeprowadzajac wywiady pogtebione z 20 lekarzami, badanie ocenia popularne procedury, wyniki po
zabiegach oraz lojalno$¢ konsumentow przy uzyciu techniki Net Promoter Score (NPS). Wyniki wskazuja na wysoki
poziom satysfakcji pacjentow, a zabiegi z toksyna botulinowa typu A i wypetniacze na bazie kwasu hialuronowego sa
najczesciej wybieranymi zabiegami. Pacjenci podkre$lali takie czynniki jak profesjonalizm, innowacje technologiczne
i Srodowisko kliniczne jako kluczowe dla pozytywnych doswiadczen. Wyniki podkreslaja znaczenie dostosowania oferty
ustug do oczekiwaf konsumentdw oraz wykorzystania zaawansowanych technologii do wzrostu zainteresowania
konsumentéw medycyng estetyczng. Przyszte badania majg na celu rozszerzenie analizy na rynki miedzynarodowe,
dalej badajac czynniki determinujace satysfakcje w réznych kontekstach kulturowych i ekonomicznych.

Stowa kluczowe: innowacje; innowacyjne technologie; medycyna estetyczna; satysfakcja; innowacyjne ustugi
medycyny estetycznej; ustugi medycyny estetycznej w Polsce; ustugi medyczne; zachowania konsumenckie; technika
Net Promoter Score.
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1. Introduction

The pursuit of beauty is as old as mankind - throughout history, people have tried to
improve their attractiveness and enhance their beauty. Aesthetic medicine, often
considered as ancient as medicine itself (Krueger et al., 2013), traces its roots back to early
civilizations. The ancient Egyptians, for instance, used oils, salt, alabaster, and milk to
aesthetically improve the skin of their body and face (Brody et al., 2000). Nowadays, with
rapid technological advancements and ongoing developments in medical science,
aesthetic medicine offers patients/clients the possibility of seemingly eternal youth and
an ideal figure (Napiwodzka-Bulek, 2017). These modern methods provide women as
well as men the opportunity to maintain a young look and to age in the best possible way,
while also significantly enhancing patients’ quality of life (Welsch, 2005; Asscher, 2014).

The aesthetic medicine market has emerged as a significant segment of the self-
financed medical industry (Lin & Yen, 2020). The global aesthetic medicine market size
was valued at USD 82.46 billion in 2023 and is projected to grow at a compound annual
growth rate (CAGR) of 8.3% from 2024 to 2030 (Grand View Research, 2024). Medical
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tourism, an influential factor in this growth, exhibited a compound annual growth rate
of 15% by 2018 (Chistobaev & Semenova, 2018). In Europe, Spain is notably prominent in
aesthetic medicine, with regulations permitting cosmetic procedures for patients as young
as 14 years old (Pustutka & Jedrzejczak, 2018).

In Poland, the value of the aesthetic medicine market was estimated at 112 milions
USD in 2022 (Posetek, 2024). The rates of individuals interested in improving their external
appearance have steadily increased over time. Notably, male patients are becoming more
frequent visitors to aesthetic medicine clinics. Men are increasingly self-aware, with their
external appearance influencing their sense of attractiveness, self-confidence, and
masculinity (Zatuski, 2023).

The development of the aesthetic medicine market is shaped by several current trends,
including:
¢ personalized treatments,
¢ cell-based therapies,

* increased integration of artificial intelligence (Al),
¢ the use of augmented reality (AR) and virtual reality (VR) technologies, and
¢ advances in non-surgical technologies.

The distinctive characteristics of the aesthetic medicine market — such as comparatively
high costs, lack of public funding, individualized services and outcomes, and subjective
assessments of appearance — play a significant role in determining patient satisfaction.
Importantly, satisfaction in aesthetic medicine differs significantly from satisfaction with
other medical treatments. This distinction underscores the need for further investigation
into consumer behavior within this market (Ankiel et al., 2021). A number of factors
contribute to the limited understanding of this field, including the following:
¢ Aesthetic medicine is a relatively new area of medical study, having been the subject

of limited research from economic, sociological, and psychological perspectives.
¢ Services in aesthetic medicine often remain an intimate topic; minimal downtime

allows patients to recover privately, which may lead to reluctance in participating in

studies and consequently smaller sample sizes (Liao et al., 2019).

The primary objective of the present study was to identify and evaluate the
determinants of satisfaction among patients/clients with aesthetic medicine treatments
that are based on innovative technologies. A secondary aim was to analyze commonly
performed procedures (from the perspectives of both doctors and patients) and assess
patient satisfaction levels.
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2. Theoretical background

Aesthetic medicine employs minimally invasive methods to prevent skin aging and
reduce fat tissue. It is often referred to as “wish-fulfilling medicine,” as its procedures are
directed by patients’ desires, seeking to improve their quality of life and mental well-
being. One way to define aesthetic medicine is medical interventions to prevent and
manage skin aging, thereby enhancing patients” appearance and subjective well-being
(Boon & Tan, 2007; Ankiel et al., 2021). As such, unlike traditional medicine, aesthetic
medicine does not seek to treat diseases. Patients seeking such treatments are typically
healthy images who wish to enhance their physical image (Rymkiewicz, 2018).

Aesthetic medicine often works in tandem with cosmetology, which focuses on
contemporary and evolving treatments. These treatments are tailored to meet consumer
demands for preventative care against skin aging (Pfenninger & Fowler, 2011). The
integration of medical and cosmetological techniques ensures a comprehensive approach
to patient needs.

Table 1 outlines a classification of aesthetic medicine treatments.

Table 1. Classification of the aesthetic medicine treatments.

Services area Types of services

Skin treatments | botulinum toxin type A, biostimulation and biorestruction of the skin
microdermabrasion, cryotherapy, chemical peels, micro needling
radiofrequency, IPL, laser vascular removal, sclerotherapy, laser
hair removal, hyperpigmentation removal, mesotherapy, cellulite
treatments, scar removal

Bodyand face |lip augmentation, face volumetry, nose injections, non-invasive breast

contouring augmentation, lipotransfer, body contouring based on High-Intensity
Focused Ultrasounds, low energy laser, laser hair removal, fractional
laser, and non-ablative laser.

Source: Prendergast and Melvin (2012)

The number of aesthetic medicine clinics is increasingly significantly each year, driven
by growing consumer interest. Non-surgical treatments, including botulinum toxin
A (BoNT-A), hyaluronic acid, other dermal fillers, and laser treatments, have been the
fastest-growing procedures in aesthetic medicine over the past five years (Vlahos & Bove,
2015). For instance, the use of botulinum toxin A injections has surged remarkably since
their first use in this setting in the mid-1980s (Dover et al., 2018; Carruthers & Carruthers,
1998). Current aesthetic uses of BoNT-A include treating glabellar lines, forehead
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wrinkles, periorbital and perioral lines, platysmal bands, horizontal necklines, and the
masseter muscle, among many other applications (Blitzer et al., 1993; Dorizas et al., 2014).
Aesthetic medicine is a rapidly evolving field, propelled by innovative technologies and
advancements in treatment materials (Przylipiak, 2017). Modern aesthetic medicine employs
a wide range of lasers, energy-based devices, and natural or synthetic fillers (Redaelli
& Ignaciuk, 2000). Technological progress has significantly expanded the possibilities for
aesthetic treatments, transforming the delivery of skincare within clinical dermatology.
In particular, the harmful effects of UV irradiation have spurred the development of
therapies aimed at reversing photodamage. Among these, laser technologies have become
a cornerstone of skin rejuvenation treatments (Theodorou et al., 2021).

Table 2 presents the growth in innovative aesthetic medicine services since 1965.
Research papers since 2018 have highlighted the introduction of the newest technology,
High-Intensity Focused Electromagnetic Field (HIFEM) used in body contouring and
urinary incontinence treatments, and address the safety and effectiveness of this
technology (Jacob & Paskowa, 2018; Samuels, 2018; Samuels et al., 2019). A variety of
technologies and less invasive methods to treat a wide range of beauty defects and
difficulties in daily life are constantly being improved. The advancement of medical
technology, the provision of professional services, and the functional training of aesthetic
medical practitioners all significantly contribute to the profitability of enterprises in this
field (Skountridaki, 2017).

Table 2. Development of innovative services of aesthetic medicine.

Year Aesthetic medicine treatments
1965  |e Silicon for skin filling
1977 |» Collagen for soft issue filling

1980 | Liposuction

1983 | Q-switched ruby laser for tattoo removal

1989  |e Fractional ablative laser for skin resurfacing

1992 | Ultrasounds with liposuction treatments

1992 |e Botulinum toxin type A for wrinkles and skin line reduction

1996 | Ruby laser for hair removal

1997 |o Intense Pulsed Light (IPL) for hair removal treatments

1998  |* Hyaluronicacid for soft issue filling

1999  |e Alexandrite laser for vascular and telangiectasia removal

2001  |* Injection lipolysis using phosphatidylcholine

2003 | Photodynamic therapy

2003  |* Radiofrequency for skin tightening
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2004 | Calcium hydroxyapatite injection for soft tissue filling

2004  |* Sodium deoxycholate uses in lipolysis
2004 | Non-ablative lasers

2009  |e Cryoliposis

2010 | Platelet-rich plasma for skin rejuvenation

2012 |* Radiofrequency and pulsed electromagnetic field in one device

2018 | Body contouring and urinary incontinence treatments using High-Intensity
Focused Electromagnetic Field (HIFEM)

Source: Krueger et al. (2013)

Consumer satisfaction in aesthetic medicine is understood as a psychological state in
which the perceived characteristics of the product or services match consumer expectations
(Hunt, 1998). In this context, patient satisfaction depends on the post-treatment effects.
Many objective and sub-objective factors influence patient satisfaction, such as treatment
availability, the ongoing care process, health improvements health, and service price
(Matecka & Marcinkowski, 2007; Ankiel & Kuczynska, 2018). One of the most important
determinants of patient satisfaction is the experience and expertise of the medical doctor
who is carrying the treatments, who should provide patients with positive emotions and
a sense of safety. Patient trust, doctors” empathy, attentive listening, and professionalism
are critical factors in aesthetic medicine. Moreover, effective communication between
doctor and patient provides an opportunity to thoroughly understand the patients’
concerns and fosters a sense of trust in the doctor (Bukowska-Piestrzyniska, 2017).

Patient satisfaction is a key metric for evaluating a healthcare organization’s success.
In the United States, physician bonuses are linked to patients” evaluation of their
interaction with doctors (Funk et al., 2012). A variety of tools and measures have been
developed to estimate patients satisfaction and evaluate specific outcomes, which are
important to receiving aesthetic medicine services (Cohen & Scuderi, 2017). For instance,
Likert-type scales may be used to rate patients’ satisfaction, such as the Facial Lines
Treatment Satisfaction Questionnaire (Cox et al., 2003). Another instrument is the Facial
Line Outcome questionnaire, which evaluates specific outcomes such as perception of
attractiveness, self-perception of aging, and extended facial lies, which may project
expressions such as stress, anger, or simply looking tired which the patient does not
actually feel (Dayan et al., 2019). For a more objective and reproducible assessment of
aesthetic procedures and patient satisfaction, the Aesthetic Numeric Analog Scale has
been introduced. This scale builds on established tools such as the Wong-Baker FACES
Pain Rating Scale and the 11-Point-Box-Scale to create a standardized approach (Funk et
al., 2012).
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The Net Promoter Score (NPS) is a versatile tool employed across various service
industries, including healthcare, to gauge how likely a patient or other consumer is to
recommend a service. In this framework, consumers are categorized as Promoters (those
who actively recommend the services), Passives (those who are satisfied, but do not
actively recommend the services); and Detractors (consumers who actively discourage
others from using the services) (Reichheld, 2003). NPS is increasingly being used to
measure patient satisfaction , serving as a simple yet effective indicator of overll cosumer
experience.

One notable application of NPS is the Family and Friends Test, widely used by the
National Health Services (NHS) of the United Kingdom to measure overall patient
satisfaction and likelihood of recommendation (Stirling et al., 2013; Wilberforce et al., 2019).
The straightforward and unambiguous nature of the NPS methodology has contributed
to its growing popularity in consumer satisfaction studies, often outperforming alternative
models like SERVQUAL or SERVPEREF in terms of usability and ease of interpretation
(Parasuraman et al., 1985; Cronin & Taylor, 1992).

However, while NPS and similar tools have been extensively studied and applied in
fields like plastic surgery, dentistry, and orthodontics (De Vries et al., 2014; Sharp et al,,
2014; Abbas & Karadavut, 2017), aesthetic medicine remains underexplored in the context
of consumer satisfaction. Existing research on consumer behavior in healthcare highlights
significant gaps in understanding the determinants of satisfaction among patients
undergoing aesthetic medicine treatments and the relationship between satisfaction and
loyalty of consumers/patients.

The present study, therefore, aims to identify the satisfaction indicators of the clients
using innovative aesthetic medicine services based on innovative technologies. Evaluating
client satisfaction in this context will enable a more precise identification of patient
expectations, allowing practitioners to better align their offerings with client needs.

3. Materials and methods

The research process was structured in two stages, combining both quantitative and
qualitative methods to ensure a comprehensive analysis of satisfaction indicators among
clients and practitioners of aesthetic medicine services.

Stage 1: quantitative survey

The first stage involved a quantitative survey conducted through direct interviews at
aesthetic medicine clinics located in selected large cities in Poland (with more than 500,000
inhabitants) — Poznan, Krakéw, Warsaw, £.6dZ and Gdynia - in the period from May to
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June 2019. As a research tool, we used a direct interview questionnaire prepared and
verified in piloting. The research population included consumers declaring regular use
of aesthetic medicine services. The research sample included 745 respondents; the
selection of respondents was based on purposive sampling (Tongco, 2007). The reliability
of the construction of the questionnaire was verified using the Alpha-Cronbach test (the
coefficient was 0.81, indicating good reliability).
Two crucial aspects of the research are worth emphasizing (Ankiel et al., 2021):
¢ the distinctive research site: large aesthetic medicine clinics in the above-mentioned
cities (each with more than 500 patients in their client bases),
¢ the significant size of the research sample composed of patients of these clinics (17=745).

A review of the existing literature shows that there have been relatively few
comparable research attempts in aesthetic medicine, mainly due to the difficulties of
obtaining consent for participation of the patients in a direct questionnaire. These
challenges arise from the very personal nature of the procedures and the sensitive reasons
for their implementation (Angelini & Carmignani, 2017; Betancur et al., 2014).

Stage 2: qualitative survey

The second stage involved a qualitative survey conducted among aesthetic medicine
doctors. This phrase aimed to identify the key determinants influencing the development
of treatment offerings in aesthetic medicine. The survey was carried out in August 2019,
among physicians attending the XXI 5 Continent - Congress Barcelona, and in September
2019, among attendees of the XX International Congress of the Polish Society of Aesthetic
Medicine and Anti-Aging in Warsaw. The research sample included 20 respondents -
doctors from Poland, the United States, and Spain. Individual in-depth interviews (IDIs)
were conducted using a pre-tested direct interview questionnaire to explore the
perspectives of medical professionals.

The satisfaction survey of patients using aesthetic medicine services in Poland was
carried out using the Net Promoter Score technique.

4. Results and discussion

4.1. Identification the most popular innovative aesthetic medicine treatments

Continuous technological advances and the evolution of aesthetic medicine techniques
have significantly expanded the options available to patients, enabling the use of non-
invasive or minimally invasive techniques to improve the external appearance and
address signs of skin and body aging. The primary goals driving modern aesthetic
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medicine are to reduce the invasiveness of treatments and shorten the recovery time while
maintaining the best possible results.

Striving to meet evolving trends in consumer expectations, manufactures of Energy
Based-Devices (EBDs) are continually introducing innovative technologies. Among the
latest technologies to be introduced into the aesthetic medicine market is the High-
Intensity Focused Electromagnetic Field (HIFEM). In Poland, distribution of HIFEM
devices began in 2019. HIFEM is used for body contouring treatments and treating urinary
incontinence (Jacob & Paskowa, 2018). Owners of aesthetic medicine clinics and medical
doctors can choose among various medical devices and fillers, and other injection
materials. However, the wide array of available equipment and materials poses challenges
in creating the most effective and appealing service offerings. The selection process
requires careful consideration of consumer preferences, market trends, and the specific
benefits of each technology. The most popular aesthetic medicine services in medical
doctors’ opinions are shown in Table 3.

Table 3. The most popular innovative services of aesthetic medicine (from doctors’ point of view).

Innovative aesthetic medicine services Percentage
* Hyaluronic acid 90.0
¢ Botulinum toxin type A 80.0
¢ Laser hair removal 60.0
¢ PDO threads 25.0
* Body contouring 10.0
* Laser telangiectasia removal 10.0

The most popular aesthetic medicine services selected by medical doctors is hyaluronic
acid treatment. Hyaluronic acid is commonly used to fill the wrinkles, giving the
client/patient a younger and smoother skin surface. It is also used to enhance the volume
of the cheeks and to augment the lips. Its popularity is largely due to the low percentage
of post-treatment complications. Other fillers, such as autologous fat tissue or collagen,
cause post-treatment complications more often (Carruthers & Carruthers, 2011).

The second most popular aesthetic medicine treatment indicated by medical doctors
is botulinum toxin type A injections — one of the most widely used treatments for reducing
signs of skin aging. BONT-A works by inhibiting the secretion of acetylcholine, leading to
the relaxation of the facial muscles and making the face appear smoother and younger
(Baumann et al., 2016). Additionally, neurologists use it to treat migraine headaches.
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The third most popular aesthetic treatment services is laser hair removal (60% of
indications by the medical doctors). Laser hair removal is based on selective thermolysis,
which targets melanin in the hair to produce a localized thermal effect, damaging the hair
follicle and stopping hair growth (Lanigan, 2000). This treatment provides satisfactory
post-treatment outcomes.

Next most frequently, medical doctors selected PDO thread treatments (25%
indications). PDO threads are applied under the face skin, providing a revitalizing and
lifting effect (Przylipiak, 2017). The least popular aesthetic medicine treatment, as
indicated by the physicians, is laser telangiectasia removal (with only 10% indications).
However, despite its lower popularity, this treatment remains the only effective option
for addressing flushing — an involuntary or temporary reddening of the face, neck, and
décolletage caused by factors such as temperature changes, physical activity, or
consuming hot and spicy foods — and telangiectasia, which involves the chronic dilation
of small blood vessels, resulting in visible dark red or light red blotches on the skin.

The popularity of innovative aesthetic medicine services as ranked by the patients
surveyed, on the other hand, is shown in Table 4.

Table 4. The most popular innovative aesthetic medicine services (from clients’ point of view).

Innovative aesthetic medicine services Percentage
* Botulinum toxin type A injections 75.0
¢ Hyaluronic acid injections 67.0
e Laser hair removal 37.0
¢ Lip augmentation 34.0
* Mesotherapy 25.0
* Laser telangiectasia removal 20.0
¢ Fractional ablative laser eCO, 18.0
* Non-invasive lifting using High-Intense Focused Ultrasounds 17.0
¢ Dermapen® 17.0
* Face volumetry 17.0
* Multipolar radiofrequency in cellulite treatment 12.0
¢ Platelet rich plasma 12.0
¢ Chemical peel 12.0
¢ Carbon peel 11.0
* Hyperpigmentation laser removal 10.0
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under 10.0%

Laser leg vessel removal, Fractional non-ablative laser, Hydroxyapatite calcium injections, PDO
needles, Microneedle radiofrequency, Body contouring using HIFU, Non-invasive eyelids lifting
Laser tattoo removal, Hyperhidrosis, Multipolar radiofrequency — face lifting, Criolipolisis,
Polylactic Acid injections, Scar removal, Laser stretch marks removal.

Based on patient responses, botulinum toxin type A injections (75% indications) are
the most popular aesthetic medicine treatment. This is followed closely by procedures
based on hyaluronic acid injections (67% indications). The third most popular selection is
laser hair removal (37% indications), with lip augmentation ranking next (34%
indications). While this latter service is typically performed by using hyaluronic acid,
doctors might also apply collagen or silicon.

The next innovative treatment in the patients’ ranking is microneedle mesotherapy
(25% indications). This treatment has gained its popularity due to its versatility in treating
various conditions, such as alopecia or selected skin inflammations (Jager et al., 2011).
Ranking next are laser telangiectasia removal (20% indications) and fractional ablative
laser eCO, (18% indications). The fractional ablative laser is particularly notable for its
effectiveness in scar removal and skin resurfacing. This treatment works by damaging
targeted areas of the skin to stimulate the repair process, which shortens collagen fibers
and results in smoother, more delicate skin (Alexiades-Armenakas et al., 2008). Despite
being one of the most invasive treatments in aesthetic medicine, it remains a highly rated
and sought-after service.

The next most popular aesthetic medicine treatments are High Intensity Focused
Ultrasounds and Dermapen® treatment and face volumetry (both with 17% indications).
Contemporary High Intensity Focused Ultrasounds (HIFU) is one of the most effective
methods of non-invasive skin lifting. This treatment’s main aim is to provide to focused
thermal damage in deep layers of the skin or fat tissue (Wasiluk, 2007). Dermapen®, in
turn, is a treatment that uses superficial skin needling to start skin self-recovery (Hou et
al., 2017). Volumetry treatment gives increasing volume to tissues in the checks, jawline,
etc. (Baumann et al, 2016). Other treatments were indicated by less than 15% of
respondents and were therefore not included in this analysis.

In summary, aesthetic medicine treatments incorporating innovative techniques such
as laser therapy and HIFU are very popular due to their fast post-treatment effects and
minimal recovery time. The findings of this part of the present study may be invaluable
for medical doctors and the owners of aesthetic medicine clinics in shaping their service
offerings to better align with patient preferences and expectations.
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4.2. Aesthetic medicine services - consumer satisfaction

This study study aimed to evaluate the satisfaction of patients receiving aesthetic
medicine treatments based on innovative technologies, performed at aesthetic medicine
clinics in large Polish cities. Figure 1 shows the extent to which post-treatment effects
complied with patient expectations.

a5 cxpectcd | >’
definitelty beyond expectations [ NG 13%
above the expectations [ EEG 16%

below expectations [l 6%

definitely below expectations || 1%
0% 10% 20% 30% 40% 50% 60% 70%

Figure 1. Conformity of the client’s expectations with post-treatment effect.

Most of the respondents making use of aesthetic medicine services in large cities in
Poland positively assessed the adequacy of those services in meeting their expectations
(59% reported that the service was as expected, 16% that it was above their expectations,
and 18% that it exceeded significantly beyond their expectations) (Fig. 1). Respondents
highlighted such aspects as the clinic’s prestige, its range of facilities (devices and fillers),
positive energy, and the quality of the information provided by the clinic. Addressing
any post-treatment complications was also deemed crucial, as it enhances patients” sense
of safety (Ankiel et al., 2021). About 6% of respondents indicated that the post-treatment
effects were below their expectations, while only 1% indicated that they fell significantly
below their expectations.

In this context, it is important to stress that the main contraindication for all aesthetic
medicine services is having unreal expectations. Sometimes, the patient’s expectations
may be simply impossible to meet. Moreover, in some cases, the patient’s state of health
may preclude certain medical procedure from being carried out.

In summary, a majority of respondents were found to be pleased with the outcomes
of aesthetic medicine services. Treatments that align with or exceed patient expectations
positively influence satisfaction, enhance quality of life, and contribute to better overall
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well-being. Hence, addressing both procedural outcomes and the holistic patient experience
is key to maintaining high levels of satisfaction in aesthetic medicine services.

The main objective of this study was to identify the level of patient satisfaction with
aesthetic medicine services rendered in Poland. Additionally, the study assessed the role
of clinics as significant determinants in the development of the aesthetic medicine market.
It is noteworthy that this study is one of the few large-scale surveys conducted in Poland
targeting a broad group of aesthetic medicine clients through direct questionnaire
interviews, carried out shortly before the COVID-19 pandemic.

As mentioned earlier, the Net Promoter Score (NPS) methodology was employed for
this assessment. In accordance with the NPS procedure, clients of aesthetic medicine
clinics were first asked about the likelihood of their recommending the treatments to their
friends. Subsequently, respondents were asked about their likelihood of recommending
the specific clinic to potential clients. Recommendations were rated on a 0-10 scale,
reflecting the level of likelihood. The results for the first issue, analyzed across the general
population and various age groups, are presented in Table 5. Gender analysis was
excluded due to the relatively small representation of male respondents (12% of the total).

Table 5. Groups of consumers by willingness to recommend services and Net Promoter Score
by age range.

Groups of consumers Age

General upto30 | 31-40 41-50 51-60 61+
Promoters 77.8% 76.3% 80.3% 78.6% 71.6% 79.0%
Passives 15.8% 16.8% 15.1% 14.8% 16.6% 15.8%
Detractors 6.4% 6.9% 4.6% 6.6% 11.8% 52%
Net Promoter Score 71.4% 69.4% 75.7% 72.2% 59.8% 73.8%

The results in Table 5 show a clear dominance of the Promoters group across all age
categories, with values exceeding 70% in every subgroup. This indicates a high likelihood
of respondents recommending aesthetic medicine treatments (scored 9 or 10). Conversely,
the proportion of Detractors is remarkably low, never exceeding 7%, except for the 51-60
age group, where it slightly increased to 11.8%.

The overall NPS score for the entire population reached 71.4%, reflecting a very
positive evaluation and high satisfaction with aesthetic medicine services in Poland.
The NPS score was even higher among respondents aged 41-50, exceeding 75%. These
findings suggest a consistently high level of consumer satisfaction with aesthetic medicine
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services, regardless of the patients” age. Additionally, the results indicate a promising
outlook for the growth of aesthetic medicine services in Poland in the coming years.

The study also explored the likelihood of respondents recommending the specific
aesthetic medicine clinics they had utilized. These results, presented in Table 6, closely
align with the general recommendations for aesthetic medicine treatments. The overall
NPS score for clinics was 77.1%, reflecting a high probability of recommendation. This
value remained consistently high across all age groups, with a slightly lower score
observed in the 51+ age group.

These findings reinforce the conclusion that both treatments and specific clinics offering
aesthetic medicine services in Poland are highly regarded by consumers, underscoring the
importance of maintaining high service quality and customer satisfaction to drive market
growth.

Table 6. Groups of consumers by willingness to recommend services and Net Promoter Score
by age range.

Groups of consumers Age

General | ypto30 | 3140 | 4150 | 51-60 61+
Promoters 82.3% 84.0% 82.2% 84.7% 75.5% 79.0%
Passives 12.5% 10.7% 14.8% 9.2% 16.7% 10.6%
Detractors 5.2% 5.3% 3.0% 6.1% 7.8% 10.4%
Net Promoter Score 77.1% 78.7% 79.2% 78.6% 67.7% 68.6%

5. Conclusions

The theoretical and empirical literature offers numerous studies on patient satisfaction
with medical services, but they mainly focus on aspects related to the patient’s attitude,
nurses, emergency room service, or general healthcare staff. Many studies specifically
explore plastic surgery services and factors determining patient satisfaction with this
type of services, such as clear explanations of problems/conditions, addressing patient
questions/worries, involvement in decision-making, information about medications,
follow-up care instructions, the use of clear language, the time clinicians spend with the
patient, etc. (Clapham et al., 2010; Chen et al., 2018). Aesthetic medicine, being a much
younger field of study compared to plastic surgery, has had relatively few studies assessing
patient satisfaction.

104 www.minib.pl



MARKETING OF SCIENTIFIC AND RESEARCH ORGANIZATIONS, 2024, Vol. 54, Issue 4, p. 91-109

In Poland, our own study was one of the first to examine patient satisfaction with
services offered by aesthetic medicine clinics (Ankiel & Kuczynska, 2018). However, given
the very similar nature of the outcomes achieved by aesthetic medicine and plastic surgery
procedures — such as appearance enhancement and the correction of natural defects —
based on our findings, it can be assumed that the sets of determinants of patient
satisfaction are largely similar across both fields. On the other hand, satisfaction surveys
for services provided in offices and clinics must take into account specific factors such as
location, decor, equipment quality, professionalism of medical staff, and the level of
patient care and service.

More broadly, the present findings support the conclusion that the aesthetic medicine
market in Poland is poised for strong growth, both in terms of the number of procedures
performed and the overall value of the services provided. The high level of patient
recommendations reflects the exceptional quality of aesthetic medicine services available
in Poland: the satisfaction levels reported by respondents differ significantly from those
observed in other medical services in the country. This is particularly notable given that
the overall evaluation of healthcare services in Poland is often considered relatively low
compared to other European Union countries.

The present study has a number of practical implications. First of all, it shows that
a professional approach to patient care and the delivery of high-quality treatments and
accompanying processes are essential for achieving patient satisfaction. In Poland,
aesthetic medicine is characterized by high satisfaction ratings, whereas other types of
medical services are generally evaluated as being of low satisfaction and poor quality. We
believe that this derives from the fact that these services are predominantly provided by
private offices and aesthetic medicine clinics. From the marketing point of view, therefore,
it is important to build positive relationships with patients before, during, and after each
procedure, which results in very positive WOM (word of mouth), necessary for increasing
the demand for this type of service. Moreover, in the private sector, implementing
innovative technologies as part of various types of treatments is typically a short and
simple process (usually with a single decision-maker). Offering cutting-edge treatments
is another dimension important for building a positive image and reputation for an office
or clinic.

Despite its potential for growth, however, the aesthetic medicine market in Poland
faces some limitations. One significant challenge is the affordability of services; many
innovative treatments represent a substantial financial burden for patients, limiting access.
Moreover, intense market competition could lead to reduced prices for aesthetic medicine
services in the future.
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The market’s development will also be influenced by factors such as increasing
household wealth and advancements in medical technology. However, the lack of public
education on aesthetic medicine, particularly in rural areas, and the absence of
reimbursement for such services from the state healthcare system are additional barriers.

Further research by the authors of the present study will focus on examining the
determinants of consumer satisfaction in aesthetic medicine services in international
markets, with a particular emphasis on Western Europe, Turkey, the United States, and
Brazil.
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