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Abstract

Digital platforms are increasingly used to facilitate animal adoption, yet many existing
systems remain transactional, fragmented, and emotionally disconnected from the ethical
and social nature of adoption decisions. In multicultural contexts such as Malaysia, these
limitations are compounded by issues of accessibility, trust, and uneven digital literacy. This
study proposes a conceptual framework for designing an empathetic and inclusive digital
animal adoption marketplace that integrates functional usability with emotional and ethical
considerations. Drawing on theories from user experience (UX), customer experience (CX),
technology acceptance (TAM and UTAUT), service-dominant logic, inclusive design, and
emotional design, the framework explains how digital empathy, accessibility, and trust
interact to shape users’ perceived ease of use, perceived usefulness, adoption intention,
satisfaction, and long-term platform sustainability. Using a systematic review of prior
literature, the study develops a set of theoretically grounded propositions linking emotional,
cognitive, and behavioral constructs within a unified adoption ecosystem. The framework
conceptualizes animal adoption platforms as value co-creation environments in which
adopters, shelters, and digital systems collectively contribute to humane and sustainable
outcomes. The study contributes theoretically by extending technology acceptance models
to socially oriented digital services through the integration of empathy and inclusivity.
Practically, it offers design-oriented insights for developers, non-governmental organizations,
and policymakers seeking to improve animal welfare outcomes through compassionate,
accessible, and trustworthy digital adoption systems in Malaysia.

Keywords: Digital Animal Adoption, Digital Empathy, Inclusive Design, Trust And
Transparency, User Experience

Introduction

Animal welfare and adoption have emerged as critical social issues because people now
expect higher ethical standards and better understanding of animals that include cats, dogs,
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rabbits, birds, and occasionally farm animals like goats and ducks (Horecka & Neal, 2022). For
instance, Non-profit organization (NGOs) play a wide role in offering sustainable care to
surrendered and abandoned animals (Haddy et al., 2023). In this view, Wolf et al. (2022)
highlighted that the modern animal shelters offer various public awareness programs include
public education, rehabilitation and community involvement and permanent adoption
placement for animals. Recently, the animal welfare and adoption have become pressing
concerns in society, reflecting higher ethical expectations and growing awareness of humane
treatment. NGOs shelters are playing an important role in leading these efforts by caring for
stray, abandoned, and surrendered animals including cats, dogs, rabbits, birds, and
sometimes farm animals such as goats and ducks. NGOs offer veterinary care, training to
correct behavior issues, and advice to help new pet owners succeed (Wang, et al., 2023). This
shift reflects a broader understanding that finding a forever home depends both on meeting
an animal’s needs and on preparing people for responsible pet care.

However, worldwide animal welfare organizations have made significant advances driven by
public concern for animal rights. For example, United States, Australia, and European
countries, launched strong welfare laws and extensive education campaigns have reshaped
shelter operations (Matheny & Leahy, 2007; Cao & White, 2016). Thereby, “No Kill”
movement in the United State seeks to reduce euthanasia through increased adoptions, spay
and neuter programs, and community involvement (Rodriguez, et al., 2022; Houser, 2018). In
the Asian countries, Malaysia is among the first country shelters in urban areas such as the
Klang Valley which includes Kuala Lumpur and Petaling Jaya, regularly admit more animals
than they can house (Rani et al., 2020). NGOs such as SPCA Selangor, PAWS Animal Welfare
Society, and several independent rescues face critical overcrowding that forces them to ration
food, delay medical care, and sometimes humanely euthanize healthy animals because of
space constraints (Ismail, 2017). In this view Mellor et al. (2008) stated that in Malaysia,
animal adoption is increasingly recognized as both a social responsibility and an emotional
commitment. Yet, despite rising public awareness of animal welfare and the growing number
of digital platforms intended to connect adopters with shelters, the adoption experience
remains fragmented, inconsistent, and often impersonal (Powell et al., 2024).

Prior existing empirical studies highlighted that systems operate in isolation, focusing on
transactional efficiency rather than cultivating meaningful user engagement. As a result,
Thielke & Udell, (2019) pointed out that the potential adopters encounter usability issues,
outdated information, and limited emotional connection with animals, while shelters struggle
with poor visibility, incomplete data, and minimal post-adoption follow-up. Another study by
Fuentes et al. (2022) suggested that the broader context of Malaysia’s digital transformation
further complicates this challenge. The government’s initiatives under the Malaysia Digital
Economy Blueprint and MyDigital strategy emphasize inclusivity, accessibility, and equitable
participation in digital services.

However, animal adoption platforms often fail to reflect these priorities, lacking features that
address linguistic diversity, accessibility for users with low digital literacy, or functionality
suited to low-bandwidth rural settings (Lyu et al., 2025). The current systems lack built-in
emotional design and trust-building features which play a crucial role in user experience (UX)
and customer experience (CX) for socially oriented services. The absence of emotional design
and trust-building mechanisms in animal welfare services creates trust issues and emotional
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disconnection which results in lower adoption rates and shorter user engagement periods
(Fuentes et al., 2022). On the one hand, Benis et al. (2023) recommended that the core issue
requires a fundamental inquiry about how to create a digital animal adoption platform which
delivers operational effectiveness and emotional value. The adoption process requires more
than browsing or transactions because it demonstrates both care and compassion and ethical
decision-making (Mandviwalla & Flanagan, 2021). Thus, the adoption process needs an
integrated framework which understands it as a human-based experience that combines
emotional elements with social aspects. The model needs to unite operational design
principles with psychological and ethical aspects to create technology that enables empathy
instead of eliminating it.

Digital platforms are becoming essential for connecting animal adopters with shelters, but
many of these systems remain transactional and fail to address the deeper emotional and
social aspects of adoption. This gap is particularly apparent in Malaysia, where adoption
processes are often fragmented and impersonal (Benis et al., 2023). Despite the growing
awareness of animal welfare, the use of digital tools in the adoption process does not reflect
the multicultural needs or emotional engagement that are critical in such decisions.
Accessibility and trust issues further complicate user interactions, particularly in a country
with diverse linguistic, digital literacy, and accessibility levels (Lyu et al., 2025). The absence
of empathy in existing platforms leads to lower user satisfaction and reduced adoption rates,
highlighting the need for a more inclusive, emotionally resonant system. Drawing on theories
from user experience (UX), customer experience (CX), technology acceptance, and emotional
design, this study seeks to propose a conceptual framework that integrates digital empathy,
accessibility, and trust to foster a more humane adoption experience. This approach extends
traditional technology acceptance models by incorporating emotional and ethical
dimensions, making it more suited to socially driven digital services like animal adoption
(Jamil et al., 2025). The aim is to provide a framework that supports both functional usability
and emotional connection, improving user engagement, satisfaction, and long-term platform
sustainability.

The present study aims to propose an integrated framework that explore how digital
empathy, accessibility, and trust interact to shape users’ perceptions of ease of use,
usefulness, and satisfaction within a Malaysian animal adoption marketplace. By synthesizing
theories from UX, CX, service-dominant logic, inclusive design, and emotional design, the
paper advances a holistic understanding of how digital interactions can foster not just
usability but also empathy, inclusivity, and sustainability. The framework views adoption
platforms as ecosystems where adopters, shelters, and the system itself co-create value
through trust and shared responsibility, rather than operating as isolated users and service
providers. Therefore, the present study in the proposed framework addresses three research
questions (RQ1) “What is the current user experience of animal adoption platforms in
Malaysia? (RQ2) “How can a digital solution be designed to make adoption more inclusive and
emotionally engaging?” And (RQ3) “How can the effectiveness and sustainability of such a
marketplace be evaluated?” By addressing these questions, this study seeks to contribute
both theoretically and practically. Theoretically, it extends technology acceptance and UX
frameworks by embedding emotional and ethical dimensions. Practically, it provides
actionable design insights for developers, NGOs, and policymakers working to improve
Malaysia’s animal welfare ecosystem. In doing so, it positions digital adoption platforms as
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more than tools—they become enablers of compassion, inclusion, and sustainable change in
how humans and animals connect in the digital age.

The topic of digital adoption platforms for animal shelters is crucial due to its potential to
transform the animal adoption process into a more empathetic and inclusive experience.
Existing platforms often lack the emotional and social engagement necessary for users to
form a meaningful connection with the adoption process, leading to low satisfaction and
adoption rates. Recent studies have shown that many platforms focus on efficiency but fail to
incorporate key elements such as trust and emotional design, which are essential for
enhancing user experience and adoption success (Benis et al., 2023; Fuentes et al., 2022).
These gaps are particularly pronounced in multicultural contexts like Malaysia, where issues
of accessibility, digital literacy, and trust must be addressed to create inclusive systems that
appeal to a broad user base (Lyu et al., 2025). Furthermore, frameworks such as the
Technology Acceptance Model (TAM) have demonstrated that emotional and ethical factors,
like empathy and inclusivity, can significantly enhance user adoption and platform
sustainability, especially in socially oriented digital services (Jamil, 2025). This study aims to
fill this gap by proposing a framework that integrates functional usability with emotional
design, offering a holistic approach to animal adoption systems.

Method

The present study uses conceptual methods to propose a theoretical framework which
describe user experience in digital animal adoption platforms mainly in Malaysia. Thereby,
the present study examines digital empathy and trust and inclusivity and adoption intention
theories to develop an extensive conceptual framework. Moreover, a qualitative method was
applied to develop a conceptual framework because it focuses on developing theoretical
frameworks instead of gathering empirical evidence.

First, the research contains a comprehensive systematic literature review (SLR) to examine
existing research on relevant topics. This includes reviewing empirical studies discussing UX,
CX, emotional engagement, and usability in digital platforms. Second, Technology Acceptance
Models (TAM) Unified Theory of Acceptance and Use of Technology (UTAUT) applied to
validate how perceived usefulness and ease of use affect user adoption behavior. Third, the
present study excluded the empirical studies examining how design features that
accommodate various user needs (e.g., language, disability) influence user interaction and
platform usage. Therefore, the theoretical background is discussed in the following section.

Theoretical Development

Designing an inclusive and sustainable animal adoption marketplace requires a foundation
built on multiple theoretical perspectives that explain how people perceive, interact with, and
emotionally respond to technology. In this study, the conceptual framework integrates five
complementary perspectives (UX, CX, service-dominant logic, technology acceptance,
inclusive design, and emotional design) to construct a model that captures both the functional
and affective dimensions of digital adoption systems. These theoretical perspectives together
provide the conceptual grounding for understanding how empathy, accessibility, and trust
influence users’ adoption intentions and long-term satisfaction. However, TAM and UTAUT
theories provide the core of the proposed framework. Thus, the user experience mainly
considers on the user’s perceptions, emotions, and behaviors resulting from interaction with
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a system, while customer experience expands this view to encompass the entire journey of
engagement with a service, from discovery to post-adoption support. In animal adoption
journey, includes searching for pets, evaluating information, communicating with shelters,
and building emotional connections. Several existing empirical studies on digital adoption
platforms have shown that intuitive interfaces, clear information architecture, and
emotionally engaging content enhance satisfaction and intention to adopt. However, in
Malaysia and much of Southeast Asia, many platforms still lack localized design, accessible
interfaces, and emotional resonance, resulting in fragmented and disengaging experiences.
Therefore, combining UX and CX theories allows for a more comprehensive understanding of
both the functional ease and emotional quality of the adoption process.

Service-dominant logic provides essential philosophical foundations for studying digital
adoption ecosystems. Service-dominant logic transforms the platform's role from service
delivery to collaborative value creation between adopters and shelters and all other system
participants. The adopters play an active role in the system by creating feedback and sharing
their experiences which helps maintain trust within the community. The shelters establish
their credibility through animal history verification and profile authentication. A service-
dominant logic-based marketplace operates as a collaborative space where members share
empathy and take the platform enables these exchanges between users which supports the
concept that technology connects people instead of eliminating personal contact
responsibility for each other instead of functioning as a basic transactional platform.

The TAM and its extensions for example UTAUT support to explain how users form behavioral
intentions through their perceptions of usefulness and ease of use and trust. Users tend to
adopt technology when they find it easy to operate and understand its value for their goal
achievement. Users access system usefulness through their belief that the platform improves
adoption success rates and they evaluate interface usability based on how simple and user-
friendly it is. The rational constructs need expansion for emotionally charged and socially
driven contexts because they require affective and ethical factors including empathy and
credibility and inclusivity. The model explains Malaysian adoption behavior better when
digital empathy and accessibility features are added to TAM because Malaysia has a
multicultural society that reacts emotionally to technology.

The social aspect of inclusive design theory extends the framework by requiring products and
services to serve users who have different abilities and speak different languages and bring
diverse life experiences. The design principle of inclusivity becomes fundamental for Malaysia
because its population speaks different languages and has different digital access levels and
reading abilities. The platform's support for multiple languages and low-bandwidth operation
and simple visual communication enhances user experience while creating social equality.
The system gains user trust through inclusivity because users who experience representation
and accommodation tend to view the system as fair and reliable and worth their time.

The model receives its emotional foundation from emotional design. The theory of emotional
design by Norman serves as the foundation for digital empathy research which explains how
visual elements and tone and interaction style create emotional responses that influence
trust and behavioral intentions. The combination of warm visual elements and empathetic
language and immediate system responses enable users to experience a deep connection
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during their animal adoption process. The system's ability to show care and understanding
through digital empathy determines how users will feel about the platform. Users will adopt
the platform and promote it to others when they experience genuine compassion and
authenticity through the interface.

Bringing these perspectives together results in a holistic understanding of digital adoption
ecosystems. UX and CX theories explain the quality of experience, service-dominant logic
situates adoption as co-created value, TAM provides behavioral predictability, inclusive
design ensures equitable access, and emotional design infuses the process with empathy.
Collectively, these foundations support a framework in which digital empathy, accessibility,
and trust act as key antecedents of perceived usefulness, ease of use, and satisfaction,
ultimately driving adoption intention and platform sustainability. This integration moves
beyond conventional technology acceptance models to reflect the complex emotional, social,
and ethical realities of animal adoption in Malaysia.

Conceptual Framework and Proportions Development

The proposed conceptual framework integrates emotional, functional, and ethical elements
to explain how users experience and engage with digital animal adoption platforms in
Malaysia. It positions the adoption marketplace not simply as a digital tool but as an
interactive ecosystem where technology, empathy, and inclusivity converge to facilitate
meaningful human—animal connections. The model emphasizes that adoption is not a purely
transactional activity but a socially embedded process driven by trust, compassion, and
usability. It extends conventional technology acceptance models by incorporating constructs
from emotional design, inclusive design, and service-dominant logic to capture both the
psychological and behavioral dimensions of user experience.

The model bases its foundation on digital empathy which enables systems to create
understanding and compassion through their interface design and tone and visual elements.
Digital empathy enables the adoption process to become more humanized because it
establishes emotional connections between adopters and shelters and animals. Users who
experience empathy in digital communication through emotional language and humanizing
stories and comforting visual effects will develop trust and feelings of belonging. Users
develop trust through two aspects of system security and affective belief that the platform
demonstrates ethical values and care. Users develop better trust and transparency
perceptions because of digital empathy.

The platform requires accessibility and inclusivity features which determine its ability to
support users who have different needs based on their language skills and cultural
background and technical abilities. The multicultural environment of Malaysia requires the
platform to provide multilingual support and simple navigation and low-bandwidth
compatibility and clear iconography. The adoption process becomes accessible to all users
regardless of their ability or literacy level through inclusivity features. Users experience the
system as easy to use when accessibility features are properly integrated which leads to
higher perceived ease of use. The system's user-friendly design enables users to access it
easily which follows established technology acceptance principles.
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The connection between emotional and functional experiences depends on Trust and
transparency which serve as central supporting elements. Users develop confidence in the
platform through its verified shelter profiles and public reviews and straightforward adoption
procedures. Users develop trust in the system after finding it easy to use which leads them to
believe the platform delivers actual benefits for successful and responsible animal adoptions.
The two factors of perceived usefulness and trust determine how users will behave regarding
platform adoption for animal welfare support.

The technology adoption process shows that users will adopt the platform based on their
perception of its value and their trust in the system which leads to better overall satisfaction.
The platform generates user satisfaction through its combination of operational efficiency
and design excellence and emotional benefits that create a sense of accomplishment from
adoption. Users who achieve satisfaction with the platform will stay active on the platform
while they share their positive experiences with others and suggest the system to their
network. The platform achieves sustainability through two elements: users and shelters and
communities maintain continuous involvement which supports both technological operations
and social achievements.

Notably, the digital empathy fosters trust and transparency, creating a sense of safety and
emotional connection. Accessibility and inclusivity enhance perceived ease of use by lowering
barriers to participation. Trust and ease of use together increase perceived usefulness, which
drives adoption intention. Adoption intention positively influences satisfaction, and
satisfaction sustains long-term engagement and platform viability. These interconnections
reflect a cyclical process of value co-creation, where emotional, functional, and ethical factors
reinforce each other to sustain the adoption ecosystem. Therefore, based on the above
reasoning and arguments, the following propositions were proposed

P1: Digital empathy has a positive effect on users’ perceptions of trust and transparency in
the animal adoption marketplace.

P2: Accessibility and inclusivity positively influence users’ perceived ease of use.

P3: Trust and transparency positively affect perceived usefulness of the platform.

P4: Perceived ease of use positively influences perceived usefulness.

P5: Perceived usefulness and trust jointly enhance users’ intention to adopt through the
platform.

P6: Adoption intention positively affects user satisfaction.

P7: User satisfaction positively influences platform sustainability.

These propositions form a coherent framework that connects emotional and cognitive
responses with behavioral outcomes. The model contributes to both theoretical and practical
understanding by positioning empathy, inclusivity, and trust as core design determinants of
successful digital adoption systems. In the Malaysian context, where emotional values,
linguistic diversity, and social connection play significant roles in decision-making, this
framework provides a structured path for developing adoption platforms that are not only
efficient but also humane, inclusive, and sustainable.
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Table 1

Constructs, concise definitions, and rationale

Rationale in  Adoption | Expected
Construct | Concise Definition Context Direction
The interface’s ability to convey | Adoption is emotionally
Digital care, warmth, and emotional | charged; empathy reduces
Empathy | understanding via tone, visuals, and | anxiety and humanizes the | I Trust &
(DE) feedback process Transparency
Accessibili | Degree to which diverse users
ty & | (language, literacy, ability, | Malaysia’s
Inclusivity | bandwidth) can effectively use the | linguistic/capability diversity | ©~  Perceived
(A&lI) platform requires equitable access Ease of Use
N Perceived
Trust & | Belief that the platform/shelters are | Reduces  perceived  risk | Usefulness;
Transpare | reliable, verified, and ethically | (animal  health, shelter | Adoption
ncy (TT) aligned credibility) Intention
Perceived
Ease of
Use Belief that using the platform | Low friction increases task | T  Perceived
(PEOU) requires minimal effort completion Usefulness
Perceived
Usefulnes | Belief that the platform improves | Drives intention when users | T Adoption
s (PU) adoption outcomes see practical value Intention
Adoption
Intention | Willingness to use the platform to | Proximal predictor of | ™ User
(Al) adopt/support behavior Satisfaction
User
Satisfacti | Affective evaluation after using the | Satisfaction fuels advocacy | T Platform
on (US) platform and return use Sustainability
Platform Long-term viability via repeat use,
Sustainabi | stakeholder retention, and social | Sustains welfare outcomes
lity (PS) impact and marketplace health Outcome

Proposition matrix

No. | Proposition From - To Expected Effect
P1 | Digital empathy increases trust & transparency DE->TT Positive
P2 | Accessibility & inclusivity increase perceived ease of use A&l - PEOU | Positive
P3 | Trust & transparency increase perceived usefulness 1T - PU Positive
P4 | Perceived ease of use increases perceived usefulness PEOU - PU | Positive
P5 | Perceived usefulness and trust increase adoption intention | PU + TT = Al | Positive
P6 | Adoption intention increases user satisfaction Al - US Positive
P7 | User satisfaction increases platform sustainability us -> PS Positive
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Table 3
Suggested operationalization (example items & sources)
Construc
t Example Item Wording (survey) Method Hint
“The platform’s wording and visuals made me feel | 5-7 pt Likert; adapt from
DE understood and cared for.” perceived empathy scales
“I could easily switch language/understand icons | Task-based checks + self-report;
A&l even without long text.” WCAG heuristics
“I trust the listed shelters and information because | Trust scale items + display of
T verification is clear.” badges/logs
PEOU “Learning to use this platform was easy for me.” TAM PEOU items
“Using this platform would improve my chances of
PU a successful adoption.” TAM PU items
“l intend to use this platform to adopt or support
Al adoption.” Intention/behavioral likelihood
“Overall, | am satisfied with my experience on this
us platform.” UEQ-S/SUS satisfaction item(s)
PS
(composi | “I would return/recommend” + behavioral logs
te) (retention, repeat use) Mix: survey + analytics KPIs
Discussion

The proposed conceptual framework illustrates how emotional, functional, and ethical
factors jointly influence users’ experience within a digital animal adoption marketplace. It
extends traditional technology acceptance approaches by incorporating constructs that
account for the emotional depth, social inclusivity, and ethical sensitivity inherent in adoption
decisions. Unlike conventional e-commerce systems, animal adoption involves trust,
empathy, and moral responsibility toward another living being. Therefore, understanding the
dynamics between digital empathy, accessibility, trust, and perceived usefulness provides
critical insight into how to design a marketplace that is not only efficient but also humane and
socially sustainable.

In this model, digital empathy functions as the emotional engine of the adoption experience.
The ability of a system to communicate warmth, compassion, and understanding through
visuals, tone, and interaction style significantly shapes user perception. When users feel
emotionally acknowledged, their sense of trust in the platform strengthens. This is consistent
with emotional design theories, which suggest that human-centered digital interactions
generate positive affect, leading to deeper engagement and loyalty (Jamil, 2025). In the
Malaysian context, where cultural values such as care, kindness, and collective harmony are
integral to decision-making, empathy-driven design can transform adoption platforms from
transactional tools into compassionate environments that reflect national values of
community and responsibility.

User participation becomes equitable through the combination of accessibility and inclusivity
principles. The diverse linguistic and cultural makeup of Malaysia along with different digital
skills levels demands platforms to develop interfaces that accommodate various user needs.
The design of an inclusive system enables users from diverse backgrounds to access adoption
services through interfaces that eliminate language barriers and technical obstacles and social
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discrimination. The direct link between accessibility and user experience demonstrates that
inclusive design represents a strategic decision which improves system usability and user
adoption numbers. Users develop increased system trust when they experience platforms
that offer simple navigation and clear understanding and personalized features which match
their requirements.

The framework bases its operation on trust and transparency which act as connectors
between emotional user involvement and system performance. Users who want to adopt
animals must deal with multiple unknown factors which include animal health status and
shelter listing authenticity and post-adoption assistance availability (Almaslukh & Khalid,
2022). Platforms that verify information and enable user feedback and provide clear access
to details reduce user concerns about potential risks. The service-dominant logic enables
value co-creation through verification systems which help adopters and shelters and
administrators establish a trustworthy ecosystem based on mutual accountability. Users amy
maintain their platform engagement when they trust the system because they see it as useful
(Saleem et al., 2022).

The adoption intention which drives behavioral engagement in digital systems depends on
the combination of perceived usefulness and perceived ease of use. Users will use the system
more frequently when they understand how the platform makes adoption simple and
provides access to dependable shelters. The model differs from traditional acceptance
frameworks because it incorporates emotional and ethical elements which affect user
behavior. Users need to share emotional values with the platform when they adopt animals
because rational benefits alone do not suffice to trigger action. The combination of empathy
and transparency functions as emotional triggers which enable users to transform system
usability into purposeful actions.

The platform's adoption intention results in user satisfaction which consists of functional
achievements and emotional contentment. The platform achieves satisfaction through its
ability to fulfill practical needs and create feelings of purpose and social connection and moral
contentment. Users develop positive system attitudes because they experience emotional
satisfaction from helping animals find their forever homes. Users who achieve satisfaction
through the platform will promote it to others while sharing their experiences and joining
community activities which drives network expansion and maintains long-term operational
stability.

The platform's sustainability requires more than technical durability because it needs to
maintain social and ethical operations. A sustainable adoption marketplace maintains
stakeholder involvement through open information sharing and active welfare impact
development. The initiative supports Malaysia's MyDigital Blueprint digital transformation
strategy which focuses on developing responsible technological solutions for all citizens
(Saleem et a., 2025a). Malaysia can improve digital inclusion and increase public involvement
in animal welfare through the implementation of empathetic and inclusive digital adoption
platforms.

The proposed model contributes to theoretical advancement by merging three traditionally
separate domains—technology acceptance, emotional design, and service co-creation—into
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a single integrated framework. It demonstrates that in socially significant digital services,
emotional and ethical considerations are as influential as usability and perceived usefulness.
Empirically, the model provides testable relationships that can guide future quantitative
research using structural equation modeling or mixed-method approaches (Saleem et al.,
2023; Shoaib & Saleem, 2023). Practically, it offers a design philosophy that can help
developers and policymakers create adoption platforms that balance efficiency with empathy
and ethics.

In summary, the discussion highlights that the effectiveness of an animal adoption
marketplace depends on its ability to humanize technology. Digital empathy establishes trust,
accessibility ensures inclusion, and transparency secures credibility. Together, these
constructs drive user intention, satisfaction, and sustained engagement (Kamarudin et al.,
2023). For Malaysia, this framework offers a pathway to reimagine animal adoption through
a digital lens that is both compassionate and inclusive—one where every click toward
adoption reflects not just a functional act but a shared expression of care and social
responsibility.

Implementation of the Conceptual Framework

The proposed conceptual framework provides essential knowledge for designing digital
animal adoption systems which operate effectively in Malaysia's multicultural digital
environment. The framework builds upon existing UX and CX and TAM models through its
addition of emotional and ethical components which typical usability research tends to
ignore. The framework enhances user behavior studies through its combination of digital
empathy and inclusivity and trust with the Technology Acceptance Model (TAM) to create a
complete understanding of socially significant digital interactions (Saleem et al., 2025b). The
research shows that emotional involvement and ethical disclosure serve as essential factors
which determine users' perceptions of system usability and usefulness and their decision to
adopt the system. The adoption platform now operates as an affective ecosystem which
unites human empathy with digital interfaces to develop enduring behavioral patterns.

From a theoretical standpoint, the framework also bridges three distinct scholarly domains:
(1) emotional design, which explains affective responses to digital systems; (2) service-
dominant logic, which conceptualizes value as co-created among adopters, shelters, and
developers; and (3) inclusive design, which ensures equitable access across linguistic and
cultural boundaries. By uniting these perspectives, the model contributes to the literature on
human-centered technology design and proposes an integrative view of digital adoption as
both a psychological and social process. It expands the boundaries of digital empathy research
by demonstrating its potential as a measurable construct influencing trust, usability, and
satisfaction in non-commercial, welfare-driven contexts.

Practically, the framework provides actionable guidance for developers, NGOs, and
policymakers seeking to build or enhance animal adoption platforms. It identifies design
elements—such as empathetic language, verified shelter profiles, multilingual interfaces, and
simplified user flows—as critical to increasing adoption success rates and user engagement.
These design implications align with Malaysia’s MyDigital Blueprint and MADANI values,
supporting national goals of digital inclusion, social responsibility, and sustainable innovation.
Moreover, the framework offers a strategic roadmap for evaluating system performance
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beyond conventional metrics like downloads or click rates, suggesting broader indicators such
as user trust, satisfaction, post-adoption retention, and welfare outcomes.

The model provides policymakers and welfare organizations with a governance framework.
The model promotes responsible digital systems through its focus on transparent verification
and ethical standards which safeguard both human users and animal welfare. The model
helps build trust in adoption services while creating common standards for animal welfare
regulations through technology integration. The model serves as a guide for shelter and
community organization capacity development to use technology responsibly while
upholding their commitment to humane treatment.

Finally, the framework contributes to the global discourse on digital transformation in social
services, positioning Malaysia as a potential leader in compassionate technology design. It
demonstrates how emerging economies can integrate empathy, inclusivity, and sustainability
into digital innovation, offering a replicable model for other sectors such as healthcare,
education, and community engagement. In essence, this conceptual framework transforms
the understanding of digital adoption from a technical interaction into a moral and emotional
journey, where technology serves not only as an enabler of efficiency but as a facilitator of
trust, empathy, and long-term societal well-being.

Limitations and Future Research

While this conceptual study provides a comprehensive framework for understanding user
experience, empathy, and inclusivity in digital animal adoption systems, it remains theoretical
and has not yet undergone empirical validation. The proposed relationships between
constructs such as digital empathy, accessibility, trust, and user satisfaction are based on
established theories but require quantitative and qualitative testing in real adoption
environments to confirm their strength and direction. Future research should therefore
employ mixed-method approaches—including user interviews, usability testing, and
structural equation modeling (SEM)—to empirically validate these propositions within the
Malaysian context. Another limitation is the potential variability in cultural interpretation of
empathy and trust. Malaysia’s multicultural landscape means that emotional cues, interface
design, and language tone may be perceived differently across ethnic groups and linguistic
backgrounds. Future studies could explore cultural moderation effects, examining how
cultural identity, religiosity, and language preference influence the perception of digital
empathy and accessibility. Such analysis would refine the framework’s generalizability across
diverse user segments. The study also does not capture temporal dynamics—how users’ trust,
satisfaction, and adoption intentions evolve over time as they repeatedly interact with the
platform. Longitudinal research could track these constructs to understand retention
behavior and sustained engagement, which are critical indicators of platform sustainability.
Similarly, experimental studies or A/B testing could measure how incremental design
interventions (such as empathy-based messaging or accessibility enhancements) impact
conversion and satisfaction rates.

Moreover, this paper focuses primarily on adopters’ perspectives, whereas shelters, NGOs,
and regulators also play vital roles in shaping the ecosystem. Future research should adopt a
multi-stakeholder lens, exploring co-creation and service-dominant logic in practice by
analyzing how trust, empathy, and shared governance operate among all participants.
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Including these perspectives would strengthen the theoretical integration of emotional
design with service co-creation and digital inclusion. Finally, while this framework is situated
in Malaysia, comparative research across Southeast Asian nations could reveal regional
differences in digital inclusion and emotional engagement in adoption platforms. Cross-
country analyses would not only validate the universality of the proposed model but also help
identify localized design principles for multicultural and multilingual societies.

In summary, future studies should move from conceptualization to empirical validation,
cultural adaptation, and longitudinal exploration. By systematically addressing these
limitations, researchers can transform this conceptual framework into an evidence-based
model capable of guiding real-world implementation, ensuring that digital adoption platforms
in Malaysia and beyond become not only technologically sound but also empathetic,
inclusive, and socially sustainable.
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