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Objective: This study aimed to develop and present a comprehensive model explaining artificial
intelligence-based value co-creation in healthcare.

Methodology: This qualitative, applied, exploratory, inductive, and cross-sectional study was
conducted among 16 university professors and experts in marketing and healthcare, each with at
least 10 years of professional experience. Participants were selected through purposive maximum-
variation sampling. Data were collected through in-depth semi-structured interviews, which
continued until theoretical saturation was achieved and further interviews generated no
substantively new themes. The interviews were recorded, transcribed verbatim, and analyzed using
a six-phase thematic analysis procedure and open coding in MAXQDA software. The analysis
involved identifying initial codes, grouping conceptually similar codes into basic themes,
integrating the basic themes into organizing themes, and developing an overarching theme
representing the proposed conceptual model. The adequacy and recurrence of the data, participants’
professional expertise, accurate transcription of interviews, and expert review of the extracted
findings were considered to enhance the credibility of the analysis.

Findings: The thematic analysis identified “promoting artificial intelligence-based value co-
creation in healthcare” as the overarching theme. Four organizing themes emerged: improvement
of clinical performance and patient safety, operational optimization and economic sustainability of
healthcare services, intelligent and user-centered interaction, and infrastructures of trust and
technology acceptance. Twelve basic themes were also extracted: increased diagnostic accuracy,
reduced medical errors, intelligent decision support, reduced service delivery time, reduced
healthcare costs, integration of health data, active patient participation, continuous physician—
patient communication, improved patient satisfaction and experience, system usability, trust in
intelligent outputs, and protection of data privacy. The relationships among the themes indicated
that sustainable value co-creation depends on the simultaneous integration of clinical, operational,
economic, interactive, and technological dimensions rather than on the isolated implementation of
artificial intelligence tools.

Conclusion: The proposed model indicates that artificial intelligence can enhance value co-
creation in healthcare when improvements in clinical decision-making and operational efficiency
are accompanied by patient participation, user-centered design, technological trust, data security,
and stakeholder acceptance.

Keywords: Healthcare; value co-creation; artificial intelligence; smart healthcare; patient
experience; technology acceptance.
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EXTENDED ABSTRACT
Introduction

Digital transformation has become a major force reshaping healthcare systems, altering not only
the technological infrastructure of service delivery but also the relationships among patients, clinicians,
managers, technology providers, and other stakeholders. Electronic health records, telemedicine, wearable
devices, digital monitoring platforms, and data-driven decision-support systems have expanded the scope
of healthcare beyond traditional clinical settings. Accordingly, healthcare is increasingly delivered
through interconnected service ecosystems in which information, expertise, technological capabilities, and
patient-generated data are exchanged across multiple actors. Research on digital transformation in
healthcare has demonstrated that this process extends beyond the digitization of existing procedures and
involves fundamental changes in organizational structures, service processes, business models, and
stakeholder interactions (Kraus et al., 2021). From this perspective, the central challenge is no longer merely
the adoption of digital tools, but the conversion of technological capacity into meaningful clinical,
organizational, economic, and experiential value.

Digital transformation is a multidimensional process through which digital technologies reshape
organizational strategy, value propositions, customer experience, operations, and interorganizational
relationships. Its effectiveness therefore depends on the alignment of technological systems with
organizational capabilities, human resources, leadership, and user expectations (Verhoef et al., 2021). This
requirement is particularly important in healthcare because technological interventions affect sensitive
personal data, professional accountability, clinical decision-making, and patient safety. The COVID-19
pandemic further accelerated the adoption of digital platforms, remote consultation, online
communication, and data-based service delivery. The experience of the pandemic showed that
organizations require operational elasticity and the ability to rapidly reconfigure their resources and
processes while maintaining service continuity (Reuschl et al., 2022). Nevertheless, rapid technology
adoption also revealed that digital implementation alone does not guarantee sustainable value creation.

Among emerging technologies, artificial intelligence has attracted particular attention because of
its capacity to interpret complex data, learn from previous patterns, and use such learning to achieve
defined objectives through adaptive processes (Haenlein & Kaplan, 2019). Artificial intelligence
encompasses machine learning, deep learning, natural language processing, computer vision, predictive
analytics, and intelligent decision-support systems. In healthcare, these technologies can analyze medical
images, laboratory results, electronic records, genomic data, and patient-generated information. They can
therefore contribute to early diagnosis, risk prediction, personalized care, resource allocation, and
administrative automation. However, the value of artificial intelligence cannot be adequately assessed
solely through technical performance indicators. Its contribution also depends on how its outputs are
understood, accepted, and integrated into professional judgment and patient care.

Contemporary perspectives increasingly conceptualize artificial intelligence as an interactive
resource within a service ecosystem rather than as an isolated technical instrument. In interactive service
settings, artificial intelligence can support personalization, continuous communication, predictive
recommendations, and responsive engagement with users (Peltier et al., 2024). In healthcare, these
capabilities can facilitate patient monitoring, personalized education, shared decision-making, and more



timely clinical responses. Accordingly, artificial intelligence may function as a cognitive and
informational resource that connects professional knowledge, patient experience, and organizational data.
Its value is therefore co-created through interaction rather than produced exclusively by the technology
provider.

The concept of value co-creation is grounded in the idea that value is not unilaterally produced by
an organization and transferred to a passive recipient. Instead, it emerges through the integration of
resources and interactions among multiple actors. In healthcare, patients contribute their experiences,
preferences, behavioral information, and personal health data, while clinicians contribute professional
expertise and organizations provide infrastructure and service capacity. Digital information flows further
expand the interaction between organizations and users and among users themselves, thereby
strengthening the exchange of knowledge throughout service ecosystems (Peltier et al., 2020). Within this
framework, smart value co-creation occurs when human expertise, patient participation, health data, and
artificial intelligence are integrated in a coordinated process.

Patient engagement is especially important because contemporary healthcare increasingly
recognizes patients as active participants rather than passive recipients. Digital health information can
improve patients’ ability to ask informed questions, communicate with providers, and participate in
treatment decisions. An omnichannel and service-dominant logic perspective suggests that access to
coherent and understandable health information can strengthen shared decision-making and value co-
creation (Dahl et al., 2021). Similarly, patient involvement in healthcare value co-creation depends on
meaningful opportunities for participation, access to information, empowerment, health literacy, and trust-
based relationships (Palumbo, 2023). Artificial intelligence may strengthen these processes through remote
monitoring, personalized recommendations, self-care tools, and continuous feedback.

Empirical evidence also suggests that digital self-efficacy and relational service quality may
strengthen shared decision-making, which in turn influences perceived value and intention to adopt
artificial intelligence in healthcare (Swan et al., 2024). This indicates that technological resources do not
directly produce desirable outcomes unless they are mediated through interactive and participatory
processes. Artificial intelligence can also support resilient and sustainable healthcare systems by
improving clinical procedures, operational planning, resource management, and research activities
(Vishwakarma et al., 2025). However, these benefits depend on organizational readiness, reliable data,
professional competence, and appropriate governance.

Modern healthcare value chains increasingly require collaboration among hospitals, universities,
technology companies, patients, and regulatory institutions. Open innovation and integrated digital health
solutions can facilitate knowledge sharing, reduce fragmentation, and strengthen continuity of care
(Carrilho et al., 2023). Nevertheless, the actual value of digital health remains difficult to measure because
value encompasses clinical effectiveness, patient experience, accessibility, efficiency, affordability,
equity, and sustainability. Reviews of value-based digital health have shown that many digital
interventions make broad claims regarding their benefits without consistently providing measurable
evidence of clinical or economic impact (Merino et al., 2024). This gap highlights the need for models that
explain how technological capabilities are transformed into shared value.

Technology acceptance is another essential condition. Artificial intelligence cannot create
sustainable value if healthcare professionals and patients do not trust or routinely use it. Acceptance is
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influenced by macroeconomic, regulatory, technological, organizational, and individual readiness (Roppelt
et al.,, 2024). System usability, perceived usefulness, digital literacy, organizational support, ethical
concerns, and trust in algorithmic outputs all affect adoption. Privacy is particularly important because
artificial intelligence depends on extensive personal and clinical data. Evidence from the health artificial
intelligence market indicates that privacy protection plays an important role in trust and willingness to
adopt smart wearable devices (Zhu et al., 2022). Ethical, social, and contextual implications must therefore
be considered alongside technical performance (Kopalle et al., 2022).

Artificial intelligence may also support personalized health promotion and independent living for
vulnerable groups. For example, its integration with physical and psychological interventions can
contribute to monitoring, personalized planning, and improved quality of life among older adults
(Ahmadpour, 2024). Findings from other service fields similarly indicate that artificial intelligence and
machine learning can create technological, communicative, performance-related, and user-centered
outcomes (Rahimi Kalvar & Mohammadkhani, 2024). Nevertheless, healthcare differs from ordinary
commercial contexts because its services involve ethical obligations, clinical risk, confidentiality, and
professional responsibility. Therefore, a comprehensive healthcare model must simultaneously account
for clinical effectiveness, economic sustainability, user participation, trust, and data security. Against this
background, the present study aimed to develop a smart value co-creation model in healthcare.

Materials and Methods

This study adopted a qualitative, applied, exploratory, inductive, and cross-sectional design. The
qualitative approach was selected to obtain an in-depth understanding of the dimensions, meanings, and
mechanisms underlying artificial intelligence-based value co-creation in healthcare. The study population
consisted of university professors and experts with professional experience in marketing and healthcare-
related fields. Participants were required to have at least 10 years of relevant professional experience.

A purposive maximum-variation sampling strategy was used to select participants capable of
providing diverse and information-rich perspectives. A total of 16 experts participated in the study.
Sampling and interviewing continued until data saturation was achieved, meaning that additional
interviews no longer generated substantively new concepts or themes.

Data were collected through in-depth, face-to-face, semi-structured interviews. The interview
questions were developed according to the study objectives and the conceptual issues identified in the
relevant literature. The interview format allowed the researcher to explore participants’ interpretations of
clinical, technological, organizational, economic, and interactional dimensions while also asking follow-
up questions when clarification or elaboration was necessary.

All interviews were recorded with the participants’ permission and transcribed carefully. Data
analysis was conducted using a six-phase thematic analysis process supported by MAXQDA software.
The analytical procedure began with repeated reading of the transcripts and identification of initial
meaning units. Open codes were then generated and compared across interviews. Similar codes were
grouped into basic themes, and conceptually related basic themes were integrated into organizing themes.
Finally, an overarching theme was developed to represent the central logic of the proposed model. To
enhance analytical credibility, the researchers considered data recurrence, participant expertise, careful
transcription, saturation, and expert review of the extracted themes and the final model.

Findings



The thematic analysis resulted in one overarching theme, four organizing themes, and 12 basic
themes. The overarching theme was identified as “promoting artificial intelligence-based value co-
creation in healthcare.” This theme reflected the central role of artificial intelligence in facilitating shared
value among patients, healthcare professionals, and healthcare organizations.

The first organizing theme was “improvement of clinical performance and patient safety.” It
consisted of three basic themes: increased diagnostic accuracy, reduced medical errors, and intelligent
decision support. Participants emphasized that artificial intelligence could analyze complex clinical data,
detect patterns that might be overlooked during conventional assessment, and support earlier and more
accurate diagnoses. Intelligent systems were also viewed as a protective layer capable of identifying drug
interactions, clinical risks, and deviations from treatment protocols. In this theme, artificial intelligence
was understood as a complementary resource that strengthens professional decision-making rather than
replacing clinicians.

The second organizing theme was “operational optimization and economic sustainability of
healthcare services.” It comprised reduced service delivery time, reduced healthcare costs, and integration
of health data. Participants stated that artificial intelligence could streamline appointment scheduling,
admission, triage, documentation, and resource allocation. Predictive analytics could also support
workload management and reduce unnecessary delays. Cost reduction was associated with preventing
complications, avoiding repeated tests, reducing unnecessary admissions, and improving the use of
organizational resources. Health data integration was identified as a prerequisite for continuous care,
accurate analysis, and coordinated decision-making across departments and institutions.

The third organizing theme was “intelligent and user-centered interaction.” Its basic themes were
active patient participation, continuous physician—patient communication, and improved patient
satisfaction and experience. Participants described artificial intelligence as a mechanism for transforming
patients from passive recipients into active partners. Personalized education, self-monitoring tools, remote
assessment, and continuous feedback were viewed as mechanisms that could increase patient engagement.
Continuous communication enabled clinicians to receive updated information outside traditional clinical
encounters and adjust treatment plans when necessary. Personalization, responsiveness, and reduced
waiting were also associated with a more satisfactory patient experience.

The fourth organizing theme was “infrastructures of trust and technology acceptance.” It included
system usability, trust in intelligent outputs, and protection of data privacy. Participants emphasized that
technically advanced systems would not be accepted if they were difficult to use or incompatible with
clinical workflows. Trust depended on the accuracy, consistency, transparency, and explainability of
intelligent recommendations. Data privacy was regarded as both an ethical requirement and a practical
condition for patient participation. Patients were considered more likely to share information when they
understood how their data would be stored, protected, and used.

The final conceptual model showed that the four organizing themes were interdependent.
Integrated data enhanced clinical decision-making; improved clinical outcomes strengthened trust; trust
encouraged patient participation and data sharing; and greater participation improved the quality of
information available for personalization. Operational efficiency could also create more time for
meaningful human interaction, while user-centered design could increase technology acceptance and
routine use.

E-ISSN: 3041-8933


https://portal.issn.org/resource/ISSN/3041-8933

m) Farsi et al. Dynamic Management and Business Analysis 6:4 (2027) 1-26

Discussion and Conclusion

The findings demonstrate that smart value co-creation in healthcare is a multidimensional and
systemic process. Artificial intelligence does not create value merely because it can process large datasets
or produce accurate predictions. Value emerges when technological outputs are integrated with clinical
expertise, patient preferences, organizational processes, and ethical safeguards. The model therefore shifts
attention from technology implementation to the coordinated interaction of people, data, systems, and
institutions.

The clinical dimension of the model shows that artificial intelligence can strengthen diagnosis,
reduce preventable errors, and improve evidence-informed decision-making. However, its contribution is
greatest when clinicians retain responsibility for interpretation and contextual judgment. Human oversight
is essential because clinical decisions involve uncertainty, patient-specific circumstances, and ethical
considerations that cannot be reduced entirely to algorithmic calculations.

The operational dimension indicates that smart value co-creation also depends on the efficient
organization of healthcare services. Shorter waiting times, improved allocation of resources, fewer
duplicated procedures, and integrated data systems can create value for both patients and organizations.
Nevertheless, economic sustainability should not be pursued independently from care quality. Cost
reduction becomes meaningful only when it preserves or improves safety, accessibility, continuity, and
patient experience.

The user-centered dimension highlights that patient participation is not an optional component of
smart healthcare. Patients contribute unique knowledge about their symptoms, daily behavior, treatment
preferences, and lived experiences. Artificial intelligence can support this participation by providing
understandable information, personalized recommendations, and continuous communication. Yet it
should empower patients rather than create dependence, confusion, or exclusion. Systems must therefore
be designed around the capabilities and needs of different user groups.

The trust and acceptance dimension confirms that technological effectiveness is inseparable from
social legitimacy. Users must be able to understand the purpose and limitations of intelligent systems, and
they must remain confident that their data are secure. Transparent governance, explainable outputs,
accessible interfaces, professional accountability, and privacy protection are therefore central components
of value creation rather than secondary technical issues.

Overall, the proposed model suggests that artificial intelligence-based value co-creation is
achieved through the simultaneous integration of clinical performance, operational sustainability,
intelligent interaction, and trustworthy technological infrastructure. These dimensions reinforce one
another and should not be implemented separately. Healthcare organizations that focus only on
algorithmic capability may fail to secure adoption, while those that emphasize user satisfaction without
adequate data infrastructure may not obtain reliable clinical results. The most effective approach is
therefore an ecosystem-based model in which technological efficiency, human participation,
organizational readiness, and ethical responsibility are developed together.

In conclusion, the study provides a comprehensive qualitative model for understanding how
artificial intelligence can contribute to shared value in healthcare. The model identifies four organizing
dimensions and 12 operational components that can guide the design, implementation, and evaluation of
smart healthcare systems. Artificial intelligence can support safer, more efficient, sustainable, and patient-



centered services, but its success depends on the coordinated development of integrated data, professional
oversight, patient engagement, usability, trust, and privacy protection.
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