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KEYWORDS  ABSTRACT

The study investigates the impact of demographic factors, usage frequency, and professional roles on user

Elg?grln:eaét_h satisfaction with digital health platforms. A sample of 300 participants, including healthcare professionals,
F———— e’ o platform operators, and patients, was analyzed to assess the role of age, gender, professional role, and frequency

of platform use on satisfaction levels. The results show that the gender did not significantly influence
satisfaction, suggesting that platforms may cater equally to both male and female users. Multivariate Analysis
of Variance (MANOVA) revealed that professional role also significantly influenced perceptions of digital
healthcare transformation and willingness to adopt new services, with platform operators displaying the most
positive views. Patients, however, showed more reluctance to adopt new services, suggesting that additional
trust-building measures are needed for wider adoption. The study concludes that digital health platforms must
prioritize user experience across demographics, particularly focusing on older users and patients, to increase
satisfaction and engagement. Collaborating with healthcare professionals in platform development and
enhancing communication about the benefits of digital health services can drive greater adoption and
satisfaction.

Healthcare, User
Satisfaction,
Professional Roles in
Healthcare and
Digital Healthcare
Transformation

1. Introduction

E-commerce has significantly transformed numerous industries worldwide, and its effect on healthcare
services exemplifies the increasing impact of digital transformation. The convergence of e-commerce
and public health signifies a developing framework that has transformed the accessibility, management,
and delivery of healthcare. In recent decades, technology improvements have transitioned healthcare
into the digital domain, enhancing its accessibility and operational efficiency. E-commerce has
facilitated the democratization of healthcare services through telemedicine, online pharmacy, and
digital health platforms. The COVID-19 pandemic notably accelerated the digital transition, prompting
patients and clinicians to progressively choose e-health solutions to reduce the hazards linked to in-
person consultations and treatments. The digital transformation of healthcare services introduces both
opportunities and difficulties, profoundly reshaping the healthcare landscape. E-commerce in
healthcare includes many digital platforms that provide remote service delivery, such as telemedicine,
digital diagnostics, wearable health technologies, and online pharmacies. The convenience provided
by these platforms has enhanced healthcare accessibility, particularly for populations in remote or
underserved regions. The proliferation of wearable health gadgets and mobile health applications
enables users to monitor their health conditions, manage chronic diseases, and obtain personalized
medical guidance from home. These technologies are especially advantageous for addressing public
health concerns, including chronic conditions like diabetes, hypertension, and cardiovascular diseases,

which necessitate ongoing monitoring and prompt intervention (Zhao et al., 2021). Accessing
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healthcare services via e-commerce platforms enhances patient outcomes and alleviates pressure on
conventional healthcare systems.

Nonetheless, the digital transformation of healthcare presents some challenges. A fundamental problem
is providing fair access to new technologies, as gaps in digital literacy, internet connectivity, and
socioeconomic position persistently create obstacles for some communities. E-commerce platforms
can enhance healthcare accessible, but they may also worsen inequities if not designed with inclusivity
as a priority. Furthermore, the incorporation of e-commerce into healthcare prompts significant
enquiries regarding data security and patient confidentiality. The transmission of sensitive health
information via digital channels necessitates the implementation of stringent cybersecurity measures
to safeguard patients against potential breaches and data exploitation (Haque et al., 2020).
Consequently, although the digital transformation of healthcare has significant potential, it necessitates
a meticulous balancing act to guarantee equitable distribution of gains and the mitigation of associated
dangers. The significance of public health in overseeing this digital change is paramount. Public health
organisations and politicians must actively participate in the formulation of regulatory frameworks
governing e-commerce in healthcare. These frameworks must tackle concerns including data
protection, ethical considerations, and the standardization of digital healthcare practices. Additionally,
investments in digital health literacy initiatives are necessary to enable patients and healthcare
practitioners to utilise e-commerce platforms for health-related objectives successfully. It is imperative
that all stakeholders, including healthcare practitioners, patients, and policymakers, are prepared to
manage the intricacies of digital health to facilitate the effective incorporation of e-commerce into
public health plans. Collaborative initiatives between the corporate and governmental sectors will be
essential for advancing the development and execution of sustainable e-health solutions (Sagner et al.,
2022).

The convergence of e-commerce and public health signifies a pivotal moment in the provision and
administration of healthcare services. The digital transformation of healthcare, propelled by technical
innovations and the global health crisis, offers unparalleled opportunity to increase patient care,
broaden access, and improve the overall efficiency of healthcare systems. To fully achieve these
benefits, it is essential to confront the difficulties related to digital inequalities, data security, and the
necessity for robust regulatory frameworks. By cultivating collaboration among public health
authorities, healthcare providers, and technology developers, the digital future of healthcare can
advance inclusion, safety, and sustainability. The continuous incorporation of e-commerce into
healthcare services indicates a transformative phase in public health, wherein technology and
innovation are pivotal in fostering healthier and more resilient communities.

Literature Samples

The digital transformation of healthcare, propelled by e-commerce technology, has profoundly
changed the delivery of healthcare services, enhancing accessibility and efficiency. Albarrak et al.
(2021) emphasize the significance of telemedicine in enhancing healthcare accessibility, particularly
in underserved areas, by enabling patients to consult physicians remotely via digital platforms. Kumar
and Singh (2022) highlight the role of wearable devices and mobile health applications in chronic
disease management, offering real-time monitoring and tailored treatment options. Both studies
highlight the promise of digital health tools in enhancing patient outcomes, while also identifying
problems including data privacy issues and the necessity for digital literacy. Santos and Marques (2023)
examine the proliferation of internet pharmacies, which have enhanced access to critical medications,
especially in remote regions, while simultaneously emphasizing the necessity for rigorous controls to
avert the distribution of counterfeit pharmaceuticals. According to Nembhard et al. (2022), digital
health platforms are addressing healthcare disparities in low-income locations; yet, infrastructure issues
such as inadequate internet connectivity continue to pose substantial obstacles.

Alongside its advantages, the digital transformation of healthcare presents significant concerns related
to data privacy and cybersecurity, as examined by Johnson and Zhang (2023). They underscore the
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necessity for robust regulatory frameworks to safeguard patient information during its dissemination
across e-commerce platforms. Prominent data breaches have diminished confidence in digital
healthcare services, requiring enhanced cybersecurity measures. Digital health platforms present
various benefits, including increased healthcare accessibility and chronic illness management; yet, they
necessitate meticulous administration to guarantee patient safety, data privacy, and equitable access
across diverse locations and populations. This changing environment needs cooperation among
governments, healthcare providers, and technology firms to properly exploit the promise of e-
commerce in healthcare.

Statement of the problem

The swift digital revolution of healthcare via e-commerce platforms has profoundly altered the
provision of healthcare services, enhancing accessibility, convenience, and efficiency. Due to the
emergence of telemedicine, internet pharmacies, and digital health management technologies,
consumers can now obtain medical services and products remotely, frequently w ith minimal effort.
Nonetheless, despite the capacity to enhance healthcare delivery, substantial obstacles remain in
guaranteeing that these services are universally accessible, especially in ib mpoverished areas where
inadequate internet infrastructure and low digital literacy present considerable impediments. Moreover,
issues about patient data privacy, the quality and safety of online healthcare goods, and the regulation
of digital health services have emerged as significant concerns. The unrestricted distribution of
counterfeit pharmaceuticals via e-commerce platforms and the absence of rigorous cybersecurity
protocols jeopardize patient safety and erode faith in these systems. These problems emphasize the
intricacies of incorporating e-commerce into healthcare and stress the necessity for a more thorough
examination of the associated risks and advantages of this transition.

In light of these challenges, there is an increasing necessity to evaluate the wider ramifications of the
e-commerce-induced shift in healthcare, recognizing both its advantages and constraints. This paper
examines the fundamental obstacles related to the digitalization of healthcare services, including
discrepancies in patient access, data security issues, and deficiencies in regulatory supervision.
Moreover, it will examine how public health might gain from e-commerce advancements, while also
pinpointing measures to alleviate potential hazards and guarantee equitable, safe, and effective
healthcare provision. This study's findings seek to provide critical insights into the management of
digital transformation within healthcare systems to improve public health outcomes while upholding
high standards of patient care and safety.

2. Methodology

The study titled "E-commerce and Public Health: Managing the Digital Transformation of Healthcare
Services" aims to investigate the impact of e-commerce on healthcare delivery, focusing on
accessibility, data privacy, quality of service, and regulatory issues. To achieve this, the research
methodology has been designed to collect and analyze primary data from key stakeholders involved in
healthcare services, including healthcare professionals, e-commerce platform operators, and patients
who use digital healthcare services.

The target population for this study includes individuals and organizations directly involved in or
affected by the integration of e-commerce in healthcare. This includes:

. Healthcare professionals (doctors, pharmacists, and healthcare administrators) who utilize e-
commerce platforms to deliver healthcare services.

. E-commerce platform operators who provide digital health products and services, such as online
pharmacies, telemedicine services, and health-related apps.

. Patients who actively use e-commerce platforms for healthcare purposes, such as ordering
medications, booking teleconsultations, and using health apps.

The geographic scope of the study will be limited to healthcare stakeholders in Chennai city, India. The
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city has seen rapid growth in e-commerce adoption in healthcare and provides a relevant context for
studying the digital transformation. The sample size for this study is estimated to be 300 respondents
across the three categories of stakeholders mentioned above. Specifically, the study will target:

. 100 healthcare professionals
. 50 e-commerce platform operators
. 150 patients

This sample size is chosen to provide a diverse yet manageable dataset, allowing for meaningful
statistical analysis while ensuring that a wide variety of experiences and perspectives are captured.
Stratified random sampling technique is employed to ensure that the sample is representative of the
various subgroups within the population. This technique will help capture different perspectives from
healthcare professionals, platform operators, and patients while ensuring that each group is adequately
represented.

3. Result and Discussion
Table 1: Descriptive Analysis

Variable Categories Frequency (N = 300) Percentage (%0)
Gender Male 165 55%
Female 135 45%
21-30 years 75 25%
31-40 years 120 40%
Age Group 41-50 years 60 20%
Above 50 years 45 15%
Healthcare 120 40%

Professional Role Professionals

Platform Operators 90 30%
Patients 90 30%
Daily 45 15%
E{:ggmcﬁg Weekly 180 60%
Monthly 75 25%

Demographic Overview: The sample consisted of 55% males and 45% females, indicating a slight
male predominance. Previous studies, such as those by Kumar et al. (2020), reported a more balanced
gender representation in e-health studies, suggesting potential bias in this research. The majority of
respondents were aged 31-40 years (40%), which aligns with findings from Smith and Jones (2019),
who found that younger professionals are more likely to engage with digital health platforms. This
demographic focus may influence the perceived effectiveness of e-commerce in healthcare.

Professional Roles: Healthcare professionals (40%) comprised the largest group, followed by platform
operators and patients (30% each). This distribution is consistent with studies by Lee et al. (2021),
which highlighted that healthcare professionals are crucial for assessing digital health services, as they
possess firsthand experience with both platforms and patient interactions.

Usage Frequency: Most respondents used the platform weekly (60%), with only 15% using it daily.
This pattern reflects findings from Patel et al. (2022), who noted that moderate usage correlates with
higher satisfaction levels, indicating that infrequent users may lack the engagement needed to fully
appreciate digital health benefits.

Satisfaction Levels: The mean satisfaction score of 4.2 indicates high satisfaction among users. This
aligns with Adams et al. (2020), who reported similar results in their research on e-health platforms,
emphasizing the effectiveness of digital solutions in meeting user needs.

Table 2: Regression Analysis
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_ Unstandardized Standardized t-value _value
Variable Coefficients (B) Coefficients (B) b
(Constant) 2.75 — 5.32 0
Frequency of Use 0.35 0.28 4.16 0.001
Age -0.12 -0.14 -2.45 0.016
Gender 0.1 0.05 1.22 0.227
Professional Role 0.22 0.19 3.1 0.003

Frequency of Use: A significant positive effect (B = 0.35, p < 0.01) shows that increased
platform use correlates with higher satisfaction. This supports findings from Chen et al. (2023), who
found that greater engagement with digital health services leads to improved user experiences.

Age: The negative effect of age (B = -0.12, p < 0.05) suggests older respondents are less
satisfied, consistent with research by Thompson et al. (2021), which indicated that older adults often
struggle with digital adoption, affecting their satisfaction levels.

Professional Role: Healthcare professionals reported significantly higher satisfaction (B =
0.22, p <0.01), corroborating Roberts et al. (2019), who found that professionals have more favorable
views of e-health services compared to patients and platform operators, likely due to their deeper
understanding of the services.

Table 3: MANOVA

Dependent Variable F-value p-value Partial Eta Squared
Satisfaction Level 4.32 0.005 0.042
Perception of Digital 6.12 0.001 0.054
Healthcare
Willingness to Adopt 376 0.021 0.038
New Services

Satisfaction Level: The significant impact of professional role (F = 4.32, p < 0.01) on satisfaction
aligns with previous findings that suggest healthcare professionals experience digital services
differently than patients, as seen in Miller and Smith (2020).

Perception of Digital Transformation: Platform operators showed the most positive perceptions (F
= 6.12, p < 0.01), echoing results from Harrison et al. (2022), where platform operators expressed
greater optimism regarding the potential of digital health technologies.

Willingness to Adopt New Services: Patients displayed greater reluctance to adopt new services (F =
3.76, p < 0.05), reflecting concerns similar to those noted by O'Connor et al. (2021), who found that
patients often require more assurance and trust in digital solutions before adopting them.

Discussion

The findings from the study reveal significant insights into the dynamics of digital health platforms,
particularly the role of demographic factors and usage frequency in shaping user satisfaction. The
sample's gender distribution shows a predominance of males (55%), which might limit the
generalizability of the findings. Previous studies have often reported more balanced gender
representations, indicating a need for targeted outreach to ensure diverse participation in digital health
research. The age distribution highlights that the majority of respondents fall within the 31-40 years
age group, consistent with prior research indicating that younger individuals are more likely to engage
with digital health technologies. This demographic trend is important as it suggests that healthcare
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providers and platform developers should prioritize features and functionalities that cater to younger
users, who may be more open to adopting new technologies.

A noteworthy finding is the strong correlation between frequency of platform use and user satisfaction,
with a mean satisfaction score of 4.2. This aligns with existing literature, suggesting that frequent
engagement with digital health services enhances user experiences and satisfaction levels. However,
the study also reveals that only 15% of respondents use the platform daily, which raises questions about
the barriers that prevent more frequent use. Previous research has indicated that a lack of familiarity
with technology and insufficient support can hinder users' willingness to engage with e-health
platforms more frequently. Thus, healthcare organizations should consider providing additional
resources and support to help users feel more comfortable with digital health tools. The regression
analysis indicates that while frequency of use positively impacts satisfaction (B = 0.35, p < 0.01), age
has a small but negative effect on satisfaction (B = -0.12, p < 0.05). This finding is significant as it
suggests that older users may require more targeted interventions to enhance their satisfaction with
digital health services. Additionally, the lack of significance in gender as a predictor of satisfaction
suggests that healthcare platforms might be meeting the needs of both male and female users equally,
which is a positive indication of platform inclusivity.

Professional roles significantly influence satisfaction levels, with healthcare professionals reporting
higher satisfaction (B = 0.22, p < 0.01). This finding reflects the importance of professional expertise
in evaluating and utilizing digital health services effectively. The differing perceptions of digital
healthcare transformation across professional roles also highlight the need for more tailored
communication and engagement strategies to address the specific concerns and expectations of each
group. The MANOVA analysis confirms that professional roles impact satisfaction, perceptions of
digital transformation, and willingness to adopt new services. Notably, patients expressed more
reluctance to adopt new services, indicating potential trust issues or concerns about the reliability of
digital health solutions. Addressing these concerns through improved communication, education, and
reassurance can help increase patients’ willingness to engage with digital health platforms.

4. Conclusion and future scope

The findings of the study highlight the significant influence of demographic factors and usage patterns
on user satisfaction with e-commerce health services. As digital health platforms evolve,
comprehending these dynamics will be essential for healthcare providers and technology developers.
The prevalence of younger professionals and elevated satisfaction levels among healthcare providers
indicate that specific strategies may be required to effectively engage older users and patients. Digital
health platforms should prioritize the development of intuitive and user-friendly interfaces, offer
extensive training and support, and ensure adaptability to the diverse needs of various user
demographics to improve user satisfaction. Highlighting the significance of consistent usage and the
advantages of engagement is essential for enhancing overall satisfaction levels.

The findings underscore the significance of professional roles in shaping perceptions and satisfaction.
Involving healthcare professionals in the development and implementation of digital health solutions
is crucial for ensuring that these platforms address the needs of both providers and patients. This
collaboration may enhance the communication of e-health services' benefits, thereby fostering trust
and promoting patient adoption. The digital transformation of healthcare services offers both
opportunities and challenges. Addressing the identified barriers to frequent use and enhancing the user
experience can lead to increased engagement and satisfaction with e-commerce health services among
stakeholders. Future research should focus on longitudinal studies to monitor changes in user
satisfaction over time and examine the effects of emerging technologies, including artificial
intelligence and telehealth, on the digital health landscape. This research is essential for influencing

125|Pag



[1]

(2]

3]

[4]

(5]

(6]

[7]

(8]

(9]

[10]

[11]

[12]

[13]

[14]

[15]

[16]

[17]

N Ecommerce And Public Health: Managing The Digital Transformation Of Healthcare Services.
SEEIPH  sEEIPH 2024 Posted: 10-09-2024

the future of healthcare delivery and ensuring that e-commerce platforms adequately address the needs
of all users.
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