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Chapter 1: Introduction

1.1 Introduction

Artificial intelligence (AI) is becoming more present in everyday decision- making. This is clear in how clients deal with health-related information. In veterinary services, AI is no longer limited to be used inside clinics as a diagnostic support tool. It is also used outside clinics through mobile applications and websites that pet owners can easily access at any time.
 It is increasingly evident now that most clients do not stop after receiving a diagnosis from the veterinarian. What is recognizable in many cases, is that they continue the decision-making process at home or some times in the waiting area after finishing the consultation with the veterinarian by consulting AI applications. They may use the AI applications to confirm the diagnosis that had been made, explore alternatives, estimate risk, and evaluate treatment doses or options. This attitude is highly recognizable to most veterinarians working in the field. 
[bookmark: _GoBack]This behavior is noticeable in practice, and it changes the traditional service relationship. In the past the veterinary consultation was a high-trust interaction. The veterinarian opinion guided the client’s final choice. Today, post-diagnostic decisions may be influenced by additional “digital voice” that the clinic does not fully control. 
When AI output aligns with the veterinarian’s advice, clients usually feel more reassured and confident. On the other hand, when AI contradicts the veterinarian, uncertainty may increase, decisions can be delayed, and trust can be shifted.
This study mainly looks at the managerial and behavioral implications related to clients. It focuses on the reliance of the clients on AI applications after receiving a veterinary diagnosis. This study is conducted among pet owners in Riyadh, with particular focus on Rahmah Clinic clients during the 2025-2026 period. 
This study is especially relevant due to the widespread use of technology and the high level of digital engagement, which made the AI based verification a part of the final decision after diagnosis has been made.




1.2 Problem Statement

The rapid spread of AI applications has introduced a new pattern in veterinary services, especially in post-diagnostic verification. Many clients have now turned to consulting AI tools post diagnosis by entering diagnostic terms or symptoms or even the laboratory results and the diagnostic images received from the clinic into applications to receive confirmation or alternative explanations.
 This behavior can make it harder for clients to confidently decide on the final treatment. It may influence trust in the veterinarian and how much they are going to follow up the recommended treatment plan given to them.
Despite the importance of this issue in practice, there is still limited evidence in veterinary service sector regarding how clients rely on AI after receiving a diagnosis. What motivates them to find AI-based reassurance, and how agreement on contradiction between AI output and veterinary advice affects trust, decision speed, and acceptance of recommended procedures.
For this reason, this study aims to examine both the frequency and intensity of AI reliance. It will also assess its impact on client decision outcomes within the context of veterinary services in Riyadh.












1.3Importance of the study

Practical (Managerial) Importance
Veterinary clinics operate in a competitive environment where trust plays an important role in diagnosis acceptance and treatment compliance. Understanding how and why clients consult AI after a diagnosis can help clinic managers to improve communication strategies with their clients.
This will in a way reduce client confusion, prevent delays in decision making, and maintain the clinic’s credibility. It will also acknowledge client’s use of AI.

Scientific (Academic) Importance
This study collects three key frameworks (Technology Acceptance Model, Trust in Automation Theory, and Consumer Decision-making Behavior) within an applied veterinary service setting, specifically at Rahmah clinic.
 This research provides empirical evidence on AI reliance after veterinary diagnosis done in the clinic, an area that remains underexplored in veterinary services.











1.4 Purpose of the study (Main Objective and sub-objectives)

Main Objectives
To assess the extent to which pet owners rely on AI-based applications after receiving a veterinary diagnosis and to examine how this reliance influences post-diagnostic decisions-making.

Sub-Objectives

To assess the frequency of AI application use among pet owners after veterinary consultations.
To evaluate the intensity of AI reliance (how strongly AI influences final treatment decisions).
To identify the main motivations for using AI applications for post-diagnostic verification such as a result of fear from diagnostic error, curiosity, perceived objectivity, cost sensitivity, and social influences.
To examine the effect of agreement or contradiction between AI output and veterinarian’s advice on client’s trust, decision speed, and treatment acceptance.
To analyze whether demographic characteristics (age, gender, education) and digital literacy affects the relationship between AI reliance and trust in the veterinarian.
To develop practical recommendations for veterinary clinics aimed to maintain client trust and improve communication in an environment where AI is used by the clients independently.

 



1.5 research Questions (Main and sub-questions)

Main Research question
To what extent do pet owners rely on AI applications after receiving a veterinary diagnosis, and how does this reliance influence their post- diagnostic decision-making in veterinary services?

Sub- questions
How frequently do clients consult AI applications after a veterinary diagnosis?

To what extent does AI feedback influence client’s final decisions regarding treatment, procedures, or surgery?

What factors motivate clients to use AI applications for post-diagnostic verification?

How does the agreement between AI output and veterinary advice affect client trust, compliance, and decision speed?

How does the contradiction between AI output and the veterinary advice affect client trust, compliance, and decision speed?

Do demographic characteristics and digital literacy influence the level of AI reliance and its impact on trust in the veterinarian diagnosis?





1.6 Research Hypotheses (Null Form – H0)

Main Null Hypothesis (H0-Main)
H0-main: There is no statistically significant relationship between client reliance on AI applications after diagnosis and post-diagnostic decision-making outcomes in veterinary services.

Sub Null Hypotheses
H0-1: There is no statistically significant relationship between perceived usefulness of AI applications and client reliance on AI after a veterinary diagnosis.
H0-2: There is no statistically significant relationship between perceived ease of use of AI applications and client reliance on AI after a veterinary diagnosis.
H0-3: There is no statistically significant relationship between trust in AI applications and client reliance on AI after a veterinary diagnosis.
H0-4: There is no statistically significant difference in client trust and treatment acceptance when AI feedback aligns with the veterinarian’s recommendations.
H0-5: There is no statistically significant difference in client trust, decision speed, and treatment acceptance when AI feedback contradicts the veterinarian’s recommendation.
H0-6: Demographic variables such as age, education and digital literacy do not significantly moderate the relationship between AI reliance and trust in the veterinarian. 








1.7 Theoretical Model Adopted in this Study:


This study is guided by an integrated model combining three complementary perspectives:

Technology Acceptance Model (TAM)
TAM explains why individuals choose to adopt and continue using a technology, mainly based on perceived usefulness and perceived ease of use. In this study, these factors help explain whether clients view AI applications as useful and easy to access, and whether they are likely to consult them after a veterinary visit.


Trust in Automation Theory
Trust is an important factor that affect the reliance on automated systems. In the post-diagnostic stage, clients may develop trust in AI based on previous experiences, perceived credibility, and consistency of AI output. Higher level of trust may increase reliance on AI especially when AI output aligns with the veterinarian advices so it appears reliable. 


Consumer Decision Behavior Theory
Client decision-making can be viewed as a process that includes information search, evaluation of alternatives and post-decision evaluation. In veterinary services, AI applications may act as an additional source of information during the ‘information search” stage, which can influence how clients evaluate options and ultimately accept or reject treatment recommendations.




Conceptual Relationship (summary)
Perceived usefulness, ease of use, and trust in AI are expected to influence the level of AI reliance after diagnosis. This AI reliance then affects post-diagnostic outcomes such as trust in the veterinarian, decision speed, treatment acceptance, satisfaction, and loyalty. Demographic factors and digital literacy may affect these relationships.





































Chapter 2:
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2.1 Introduction

Artificial intelligence (AI) has become more prominent across different service industries which has led to growing academic interest in understanding how people deal with such technologies after the initial stage of adoption. However, more recent studies have started to focus more on behavioral and managerial aspects, especially in situations where AI interacts with professional (Human) judgment.

In healthcare-related services, the decision- making process rarely ends at the point of diagnosis. Clients often continue searching for extra information, comparing alternatives, and seeking reassurance before they decide to commit to treatment options. With the widespread availability of AI-based applications, this post-diagnostic stage has become more influenced by automated advice. 

As a result, trust, reliance, and perceived authority are no longer shaped only by human experts. Instead, they are increasingly affected by digital tools that clients use.

This chapter reviews the most relevant academic literature related on AI usage, trust in automation, and consumer decision- making behavior. It will also concentrate on how previous studies have addressed AI reliance in medical and service settings. It Identifies key findings, and highlights gaps that justify the current study. 

Finally, this chapter presents the theoretical framework that supports the current research.





2.2 Previous studies

Research on artificial intelligence (AI) has clearly grown in recent years, especially within healthcare and service management fields. Many studies now are focusing on how users perceive, trust, and rely on automated systems during decision-making processes. However, most existing studies had only focused on human medicine or general services setting, while studies within veterinary services still remain limited.

Several studies have examined how client or patient respond to AI- supported medical decisions. For instance, (Longoni et al. 2019) examined resistance to medical artificial intelligence and found that people often hesitate to fully rely on AI recommendations, particularly when decisions involve high emotional or ethical considerations. Their findings suggest that although AI is viewed as technically capable, users continue to place greater trust in human professionals when responsibility and accountability are at stake (Longoni et al. 2019). This gives an overview on how the emotional part interferes in decision-making, which is highly relevant in the veterinary field where owners act on behalf of their animals.

In another study, Hoff and Bashir (2015) examined how trust in automated systems, emphasizing that reliance on such systems is influenced more by perceived trustworthiness than on objective accuracy. They also suggested that the trust tends to develop over time through repeated interactions and consistency of system performance. In veterinary services, this suggests that repeated agreement between AI output and veterinary advice may increase client confidence. On the other hand, frequent contradictions may lead to uncertainty and potentially weaken trust in either the technology or the veterinarian (Hoff & Bashir, 2015). 

Other researchers have examined the role of AI as a source of information rather than a complete replacement for professional judgment. For instance, Burton et al. (2022) examined algorithm appreciation in consumer decision-making and found that users tend to value AI more when it supports rather than overrides expert opinions. Their findings suggest that AI is most effective as a reassurance tool, helping to reinforce confidence in decisions that are already guided by professional advice. This perspective is consistent with the focus of the current study, which examines AI use in the post-diagnostic stage as a form of verification rather than a primary source for diagnosis.

In healthcare service setting, Tao et al. (2021) examined patient perceptions of AI- based telemedicine and found that both perceived usefulness and ease of use significant role in encouraging continued engagement with AI systems. Patients who considered these tools as accessible and informative were more likely to consult them repeatedly especially in the follow-up stages of care. These findings support the relevance of the Technology Acceptance Model (TAM) in explaining pattern of AI reliance after clinical interactions, which will also be reflected in this study.
Veterinary-specific research remains relatively limited. Huang et al. (2022) examined client reactions to AI-assisted diagnostic explanations in veterinary settings and found that younger and more digitally literate pet owners tend to be more interactive with AI based confirmation. However, the study focused primarily on diagnostic interactions within the clinic and did not explore post-diagnostic decision-making outside the clinical environment. Leaving a gap regarding how AI influences decisions after clients leave the consultation room, which will also be measured in this study.

From a practical service management perspective, Sharma and Patel (2023) examined the AI influence on client decision-making in outpatient medical services and found that contradictory AI feedback often led to delayed decisions and increased requests for second opinions. Their findings suggest that, when not properly managed, AI influence can disrupt service flow and negatively affect organizational efficiency (Sharma & Patel, 2023). This managerial implication is particularly important for veterinary clinics operating in competitive environment such as most Riyadh clinics.

 Critical Reviews and Research Gap
Although previous studies provide useful insights into AI acceptance, trust in automation, and decision-making behavior, several limitations remain unidentifiable. 
First, most existing research focused on human healthcare or generalized service sectors, with a limited focus to veterinary services.
Second, many studies tend to examine AI usage at the point of diagnosis rather than covering the post-diagnostic decision-making stage. 
Third, only a few studies combined technological, psychological, and managerial perspective within a single applied framework.
Based on these points, a clear research gap can be identified regarding how pet owners rely on AI applications after receiving a veterinary diagnosis and how this reliance affects their trust, decision speed, and treatment acceptance.
 The study addresses this gap by focusing on post-diagnostic AI reliance in the veterinary sector, within the applied context of Riyadh.



















2.3 Theoretical Framework
This study is based on a theoretical framework that combines together key concepts from artificial intelligence adoption, trust in automated systems, and consumer decision-making behavior. The purpose of this framework is to explain how and why pet owners rely on AI-based applications after receiving a veterinary diagnosis and how this reliance may affect their post-diagnostic decisions. 

2.3.1 Artificial Intelligence in service Contexts
Artificial intelligence is commonly used to describe systems that can analyze large amounts of data and identify patterns that support in decision-making by giving recommendations for the user. 
In service industries, AI has been increasingly used to improve efficiency, reduce uncertainty, and support decision-making process.
 Compared to traditional information sources, AI tools offer faster and more personalized information. They are also usually available at any time, which makes them more prominent to users who are looking for an instant response.
In Veterinary services, AI applications are often accessed through mobile apps or online platforms. These tools can provide the user with symptoms interpretation, possible diagnostic & basic treatment explanations. While they do not replace the veterinarian, they will play a role of additional source of information that the clients may use. 


2.3.2 Technology Acceptance and AI Reliance

Technology Acceptance Theory is widely used to understand why individuals choose to adopt and continue using new technologies. Two main factors are usually considered; perceived usefulness and perceived ease of use. 

When AI tools are seen as both useful and easy to use, clients are more willing to consult them right after a veterinary visit. By time, this repeat use may develop into a reliance, where AI feedback begins to be a major part in the client’s final decisions.
 In this study, technology acceptance is therefore considered an important factor affecting the level of post-diagnostic AI reliance.

2.3.3 Trust in Automation and Professional Authority

Trust is an important factor that influences how individuals rely on automated systems. According to the trust in automation theory, people do not depend on technology only based on accuracy, but also on how reliable and consistent they are. 
In veterinary services, clients often need to make a trust balance between two sources which are the veterinarian and the AI application.
When AI feedback is aligned with veterinary advice, trust may be reinforced in both sources, leading to quick decision-making and greater acceptance of recommended treatments. However, when AI output contradicts professional recommendations, clients may have uncertainty, hesitation, or reduced confidence.  This situation can shift the authority away from the veterinarian or, sometimes, weaken trust in AI systems.

2.3.4 Consumer Decision-Making Behavior 

Consumer decision-making is commonly described as a multi-stage process that includes problem recognition, information search, evaluation of alternatives, decision selection, and post decision evaluation. In veterinary services, pet owners act as decision makers on behalf of their animals especially under emotional pressure and uncertainty.

AI applications can influence the information search and evaluation stages. By giving additional interpretations and comparisons after diagnosis. This information may increase confidence, delay decisions, or lead clients to reconsider treatment options. 



2.3.5 Integrated Conceptual Framework

Based on the above discussion, this study adopts a framework in which perceived usefulness, ease of use, and trust in AI influence the extent to which clients rely on AI applications after diagnosis. 
This reliance is expected to affect post-diagnostic decision making outcomes, including trust in the veterinarian, decision speed, and treatment acceptance.
In addition, demographic factor and digital literacy are considered variables that may strengthen or weaken these relationships.
Overall, this framework provides a clear theoretical basis for the study’s hypotheses and supports the empirical analysis presented in the following chapters.   
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