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Abstract

Digital transformation has turned telemedicine into a fundamental pillar of healthcare systems. The success of these services
depends not only on technological infrastructure but also on governance models and marketing strategies compatible with the
logic of digital public services. This study aimed to provide a conceptual model of smart governance for telemedicine
marketing with a digital public service approach. This research was conducted using a mixed-methods approach with a priority
on the qualitative section. In the first stage, qualitative data were collected through semi-structured interviews with 19 experts
in digital health, healthcare management, public policy, and digital marketing, and were evaluated using thematic analysis.
Consequently, 44 basic themes were identified within 9 overarching themes. In the second stage, Interpretive Structural
Modeling (ISM) was utilized to explain the relationships among these themes. The results showed that technological
infrastructure and innovation, along with regulation and policymaking, are located at the foundational layers of the model and
possess the highest driving power over other components. The middle levels included inclusion and equitable access,
continuous evaluation and improvement, participation and value co-creation, user interaction and experience, and digital
marketing strategies, which play a mediating role. Ultimately, digital trust and legitimacy were placed at the apex of the model
as the final outcome. The driving-dependence analysis proved that the smart marketing governance structure starts from
infrastructure layers and culminates in the formation of public trust. This model provides an efficient framework for
policymakers and managers to enhance efficiency and transparency in services.
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Structural Modeling of Smart Governance of Telehealth Services Marketing in the Context of

Digital Public Services

Extended Abstract

Introduction

Digital transformation in the last decade has shifted the traditional boundaries of public service delivery and has pushed
governments towards digital public services; services that are supposed to be scalable, transparent, citizen-centric, and data-
driven, while simultaneously generating public value. In the meantime, the health sector is considered one of the most complex
areas for digital governance due to the high sensitivity of data, information asymmetry between the provider and the recipient,
and the need for institutional trust; especially when remote health services (telehealth/telemedicine) are expanded as part of
digital public services. Therefore, the present study seeks to answer the question of what is the structural model of smart
governance of remote health services marketing in the context of digital public services.

Methodology

The present study was designed with a mixed approach and with a predominance of the qualitative part. In the first step, in order
to identify the dimensions and components of smart governance in telehealth marketing, content analysis with an interpretive
approach was used. In the second step, in order to explain the relationships between the extracted components and organize them
in the form of a coherent conceptual model, the structural-interpretive modeling method was used. This combination of methods
enabled the deep exploration of concepts in the qualitative part as well as the logical and hierarchical organization of the
relationships between them in the quantitative part and led to the design of the final model.

In the qualitative part of the research, 19 experts from related fields participated. These individuals were selected from among
university faculty members, managers and experts in the field of digital health, health services management specialists, health
information technology experts, and experts in the field of digital marketing. The sample composition was considered in such a
way that diversity of specialization and professional experience was observed. Most participants had a PhD or were pursuing a
PhD and had a background in digital health, such as authoring a scientific paper, participating in research projects, or working
in the field. Their professional experience ranged from 5 to 18 years, and they all had some level of familiarity with policymaking,
design, implementation, or evaluation of telehealth services and their digital marketing. Purposive sampling continued until
conceptual saturation was reached.

Results

As a result of the analyses, 44 basic themes were identified in the form of 9 overarching themes. In the second stage, the
structural-interpretive modeling method was used to explain the relationships between overarching themes. The results showed
that infrastructure and technological innovation, regulation and policymaking are located in the basic layers of the model and
have the greatest influence on other components. At the intermediate levels, the components of inclusion and equitable access,
continuous evaluation and improvement, participation and co-creation of value, interaction and user experience, and digital
marketing strategies were placed, which play an intermediary role in the transmission of structural effects. Finally, digital trust
and legitimacy were placed at the top of the model as the final outcome. The results of the influence and dependency analysis
also showed that the smart governance structure of telehealth services marketing begins from the infrastructure and policy layers
and ultimately leads to the formation of public trust. This model can be used as a conceptual framework for policymakers, digital

health managers, and telehealth platform designers to improve efficiency, transparency, and trust in digital public services.
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Discussion and Conclusion

The findings of this study showed that smart governance of telehealth marketing in the form of digital public services is a
multilayered and networked phenomenon that is formed by the simultaneous interaction of technological, institutional,
communicational, and justice-oriented components. The hierarchical structure obtained from ISM indicates that technological
infrastructure and innovation, as the main foundation and driver, have the greatest influence on other dimensions, and without it,
the formation of sustainable marketing and service delivery mechanisms in digital platforms is not possible. This result is in line
with the digital public services literature, which considers the success of digital services to be dependent on technical architecture,
interoperability, scalability, and data utilization capacity. At the regulatory level, it is essential to develop transparent guidelines
for telehealth marketing and advertising, so that the limits of marketing claims, accurate information requirements, complaint
handling mechanisms, and clear rules for protecting privacy and using artificial intelligence tools are specified. To improve user
experience and marketing effectiveness, it is recommended to shift the focus from mere advertising to experience management;
including user-friendly design, simplifying the service delivery path, responsive support, producing understandable educational
content, and strengthening trust through transparency in the service delivery process. In the area of inclusion and access equity,
it is recommended to design user empowerment programs, especially for vulnerable groups and underserved areas; including
digital health literacy training, designing simple interfaces, and anticipating support solutions to reduce access costs. To establish
digital trust and legitimacy, it is also necessary to continuously implement a quality and user satisfaction evaluation system,
periodically monitor and report performance indicators, and convert user feedback into operational improvements and policy
revisions. It is also suggested that in future studies, the scope of stakeholder participation be expanded and, in addition to experts,
the perspectives of end users, private sector providers, and insurers be included in the modeling process to make the model more
realistic in terms of implementation and to enable empirical testing of the relationships between components.
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