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[ Abstract] The intelligent development of the medical field is burgeoning, and smart healthcare has become a
crucial driver for enhancing medical service efficiency and improving patient experience. However, the specific
pathways through which smart healthcare improves patient experience have not been fully explained. To address this
gap, this study utilizes micro-level individual data collected by the Beijing Hospitals Authority in 2023 from patients
in municipal hospitals, employing the Technology Acceptance Model (TAM) to investigate the impact mechanisms of
smart service construction on patient experience. The results indicate that smart services significantly improve patient
experience by enhancing perceived ease of use, with this effect being particularly prominent during the treatment
stage. Additionally ,smart services demonstrate potential advantages in alleviating the “digital divide,” with a more
pronounced optimization effect on the healthcare experience of elderly populations. Highly educated groups exhibit

greater satisfaction and perceived benefits from smart services.
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