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Public value created and recognized

Public value generated – that is, the 

benefits embedded in the outcomes 

achieved by public organizations 

(e.g., reduction in mortality rates)

Recognized public value – that is, 

the positive assessment of 

outcomes in relation to the needs to 

be met, as provided by the 

community



The instrumental view of performance 
measurement in public and healthcare services

INPUT PROCESS OUTPUT

HR

Beds

Equipment

Money

…

Who does what, how, etc.

Guidelines

…

Hospitalizations

Visits

Exams

…

Quality of life

Wellbeing

…

OUTCOME



The instrumental view of performance 
measurement in public and healthcare services

INPUT PROCESS OUTPUT

HR

Beds

Equipment

Money

…

Who does what, how, etc.

Guidelines

…

Hospitalizations

Visits

Exams

…

Quality of life

Wellbeing

…

OUTCOME

IMPACT



The instrumental view of performance 
measurement in public and healthcare services



Digital technologies and performance measurement in the 
healthcare sector

Arnaboldi et al. (2017):

- Development of new performance indicators

- Data management

- Alteration of decision-making processes

Di Falco et al. (2024)
Mauro et al. (2024)



Objective

This study aims to propose and critically reflect on the use of Artificial 
Intelligence (and specifically Sentiment Analysis) as a tool for measuring 
impact for Performance Measurement (PM) in public and healthcare 
organizations.



Method

Action research (Eden & Huxam, 1996) 
Delphi Analysis (Linstone & Turoff, 1975)

Empirical setting

All public hospitals operating in Sicily (9)
Software: Brand24®

Time period: Jan – Mar 2025
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Results 3/4

In less than two months since the announcement of the call, the “Paolo 
Giaccone” University Hospital in Palermo has regularised 34 temporary 
workers. (News)
Yesterday, at the Palermo University Hospital, Zazzà D’Anna’s art did 
something extraordinary: it brought people together. (Instagram)
Operated on the wrong shoulder to remove a benign mass: “It was 
supposed to be on the left, but the scar is on the right.” (News)
The Palermo public prosecutor's office has ordered an autopsy: The body 
has been transferred to the Institute of Legal Medicine at the Palermo 
University Hospital. (News)
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Discussion

Sentiment Analysis (SA) contributes to measuring the public value 
recognized by the community by collecting evaluations and organizing 
them by topic.
Measuring the impact of public organizations on both beneficiaries and non-
beneficiary stakeholders complements and enhances performance 
measurement and evaluation, especially with regard to the dimension of 
equity.
New digital technologies such as Artificial Intelligence (AI) enable the 
collection of new quantitative and qualitative information related to the 
performance of public organizations and the development of new 
performance metrics (Arnaboldi et al., 2017).



Discussion

Contribution to theory

Contribution to practice

Outcome/impact measurement

«Public value» accountability



Limits

Focus on a specific dimension of performance

Not every person use social network, not every social network user
create contents and mentions
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