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Abstract  

While customer journeys are extensively studied in the service sector, their application within 

healthcare remains underexplored. This study aims to address this gap by mapping the patient 

journey in the context of disease-focused mHealth app adoption. Employing a mixed-method 

approach, we first identify critical touchpoints and patient experiences through journey mapping 

techniques. In the second phase, we utilize Interpretive Structural Modeling (ISM) and Matriced' 

Impacts Croisés Multiplication Appliquée à un Classement (MICMAC) analysis to uncover 

underlying challenges. The findings underscore the necessity for a transformation in healthcare 

marketing and emphasize the pivotal role of digital technologies in patient empowerment. This 

research demonstrates how patient journey mapping can drive innovation, enhance care quality 

and facilitate the design of patient-centered experiences with disease-focused mHealth 

applications.   
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1. Introduction 

Recent research in consumer behavior and marketing has increasingly adopted the journey 

perspective, focusing on interactions across multiple touchpoints. However, this approach often 

overlooks the nuances of experiences at different stages. This gap is particularly significant in 

healthcare, where patient experiences are multifaceted and dynamic, impacting their well-being 

and health outcomes. Understanding patient experiences is crucial for improving service quality in 

healthcare. This perspective aligns with transformative service research (Dodds et al., 2022; 

Anderson and Ostrom, 2015), which reframes patient experiences from their viewpoint. Emerging 

digital technologies are transforming customer interactions, leading to integrated and immersive 

experiences across digital platforms. This shift makes the care journey more inclusive and 

accessible, addressing all aspects of patient needs (Flavián et al., 2019).  

Many studies have explored the acceptance of health information technology, telemedicine apps, 

mHealth, fitness and health apps and wearable technology. However, few have differentiated the 

stages of the patient journey with digital technology over time. This research is promising, as recent 

calls for exploration into the contextual aspects of the healthcare customer journey indicate. 

Our study emphasizes the need for interdisciplinary research on inclusive and technology- 

integrated service redesign to enhance value-centered care for vulnerable populations. While 

existing literature has explored various aspects of generic mHealth applications, a significant gap 

remains in understanding the specific barriers to adoption and engagement at different stages of 

the disease from the patient’s perspective. We focus on disease-focused mHealth apps designed 

and supported by clinics and hospitals to track their visiting patients. 

© The Author(s) 2026 
K. Sharma et al. (eds.), Proceedings of the 12th AIM-AMA Sheth Foundation Doctoral Consortium & 
International Marketing Conference 2025 (IMCDC 2025), Advances in Economics, Business and Management 
Research 370, 
https://doi.org/10.2991/978-94-6239-608-1_12 

mailto:esharma.86@gmail.com
mailto:kirti.sharma@mdi.ac.in
https://doi.org/10.2991/978-94-6239-608-1_12
http://crossmark.crossref.org/dialog/?doi=10.2991/978-94-6239-608-1_12&domain=pdf


            205 Navigating the Patient Journey: Integrating Technology 

This research adopts innovation resistance theory to contemplate the challenges at each stage of 
the patient journey. We aim to identify and categorize the barriers to adopting digital health 
technology, develop a theoretical framework to map shifts in patients’ priorities and challenges 
and extend the avenues of innovation resistance theory in digital health technology and patient 
journeys. By doing so, we provide a nuanced view of how these barriers interact and affect the 
patient journey, ultimately enhancing patient retention and care quality. 

2. Theoretical and Conceptual Development 
The healthcare industry, inherently complex and emotional, often misinterprets patients as 
traditional customers. Unlike typical customers, patients are generally unwell, vulnerable and must 
make critical decisions under stress, influenced by doctors and emotions (Russell-Bennett et al., 
2024; Danaher et al., 2023). The shift from disease-centered to patient-centered care has 
transformed patients into active participants, contributing personal resources and engaging in their 
health management. This transition underscores the varying experiences of vulnerability and aligns 
with transformative service research, which aims to enhance consumer well-being. 
Patient journey mapping is crucial in healthcare, recognizing the multifaceted nature of patient 
experiences influenced by health status, care context and professional involvement (Bui et al., 
2023; McCarthy et al., 2016). This mapping helps service designers refine patient experiences by 
identifying barriers and key interactions, thus enhancing value for both patients and healthcare 
organizations. 
Digital health technologies, particularly mHealth apps, are revolutionizing patient experiences by 
providing autonomy and facilitating interactions with healthcare providers. These technologies 
enhance patient engagement and self-management but also pose challenges to patients' sense of 
competence. The Innovation Resistance Theory (IRT) helps understand the factors that negatively 
bias the acceptance of digital health interventions. Patients' continued engagement with mHealth 
apps depends on how well these technologies meet their expectations for ease of use, 
personalization and effectiveness. Understanding and addressing these challenges at different 
stages of the patient journey is essential for the successful adoption of digital health interventions. 

3. Methodology 

In Phase 1, we adopted a customer-centric approach, using semi-structured interviews to explore 
how digital interventions (disease-focused mHealth apps) reshape patient experiences. Journey 
mapping helped participants articulate their care journeys, particularly effective in chronic 
condition management, identifying critical touchpoints and understanding patient experiences. 

In Phase 2, we used Interpretive Structural Modeling (ISM) (Mkedder et al., 2024) and MICMAC 
analysis to identify and classify challenges from interviews. This involved constructing a Structural 
Self-Interaction Matrix (SSIM), transforming it into an Initial Reachability Matrix (IRM) and 
developing a directed graph to represent hierarchical relationships. MICMAC analysis further 
refined our understanding of these dynamics. 
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Context Our research focused on India, where chronic diseases significantly impact the healthcare 
system. Noncommunicable diseases account for 63% of total mortality, with cardiovascular 
diseases and diabetes being major contributors. This study specifically examined these conditions. 

4. Results and Finding 

Phase 1 produced a patient journey map aligned with WHO recommendations, covering stages: 
awareness, diagnosis, treatment and follow-up. Semi- structured interviews identified challenges 
like information overload, credibility concerns, diagnostic uncertainty, communication gaps, 
treatment personalization and long-term engagement. Experts evaluated relationships between 
challenges, categorized in the Structural Self-Interaction Matrix (SSIM). The ISM model revealed 
key challenges: credibility concerns, communication gaps, long-term engagement and behavioral 
change maintenance. MICMAC analysis grouped variables into Autonomous, Dependent, Linkage 
and Independent Factors, identifying 25 significant factors for ISM. 

5. Theoretical Contribution 

This study enriches customer journey theory by capturing the complex, emotional interactions in 
healthcare, focusing on vulnerable patients (Voorhees et al. 2017; Pizam 2020). It provides a 
framework identifying challenges in adopting digital health technologies across patient journeys. 
It also advances Transformative Service Research (TSR) by highlighting technology's role in 
improving patient experiences (Carlini and Robertson, 2022), autonomy and well-being. Using 
ISM and MICMAC analysis, the study reveals interdependencies in patient care (Mkedder et al., 
2024), enhancing models like the Technology Acceptance Model (TAM). Focusing on India offers 
an international perspective, enriching healthcare marketing discourse (Ailawadi et al.,2020). 
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6. Managerial Implications 

The research offers critical insights for marketers, healthcare administrators, policymakers and 
technology developers. It emphasizes enhancing patient engagement by understanding touchpoints 
and challenges in the patient journey (Bocking et al.,2021). Features like language translation, 
personalized information and real-time updates can improve patient experiences. The study also 
suggests developing training manuals for clinicians and support staff to effectively communicate 
with the patients (Ungaro et al., 2024) and using insights for training chatbots and creating 
customized patient support programs (Chen et al.,2020). Addressing healthcare access, literacy 
and digital divide issues is crucial for equitable health resource utilization. The strategic use of 
ISM and MICMAC provides a blueprint for interventions, fostering innovation and improving 
healthcare delivery. 

The integrated framework addresses challenges in adopting digital health tools, enhancing patient 
care, engagement and outcomes across the patient journey. Future research should evaluate these 
solutions' effectiveness and explore additional strategies for digital health integration. 
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