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The news: Patients’ trust in doctors and hospitals steadily declined throughout the pandemic,

according to Trilliant Health’s 2022 Trends Shaping the Health Economy report.

Trilliant’s report cited survey data from Public Opinion Strategies, which assessed US

consumers’ levels of trust in receiving critical health information from entities such as

https://www.businesswire.com/news/home/20221019005398/en/Trilliant-Health%E2%80%99s-Second-Annual-Trends-Shaping-the-Health-Economy-Report-Details-Major-Economic-and-Market-Forces-Defining-U.S.-Healthcare
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physicians, nurses, hospitals, the CDC, health insurers, and state and local public health

o�cials. Patients’ trust ratings were compared between April 2020 and December 2021.

Key survey nuggets include:

Why trust in providers is waning: The report doesn’t delve into the reasons why consumer

trust in providers has deteriorated—but we’ll o�er a few educated suggestions.

1. Lack of communication. Anxious and concerned patients turned to doctors for clarity

during the pandemic. Yet most weren’t satisfied with the frequency of responses:

2. Cost uncertainty. More than half of patients said they’ve been hit with an unanticipated

large medical bill, according to a November 2021 report from the US Department of Health

and Human Services. These bills are putting consumers in debt. If providers can’t show good-

faith price estimates upfront, they’ll continue losing patients’ trust.

3. Inequitable access. Access to healthcare is easier for some populations than others.

Earning consumers’ trust back: The provider-patient relationship was eroding before the

pandemic, but COVID-19 added further tension around it.

Consumers’ trust in most healthcare companies eroded between April 2020 and December

2021.

Doctors (-23%) and hospitals (-21%) were disproportionately impacted. Trust in these

provider groups progressively declined throughout the pandemic.

Insurance companies consistently rank as the least trustworthy among all healthcare

stakeholders, meaning there wasn’t a big gap (-5%) between how consumers felt about them

between April 2020 and December 2021.

Trust in nurses (-16%), the CDC (-14%), and state and local public health agencies (-13%) all

declined during this timeframe.

53% of consumers said they’ve lost confidence in their physicians due to irregular COVID-19-
related communication, per SymphonyRM’s May 2021 survey.

That could help explain why white and wealthier people trust their physicians more than
Black, Hispanic, and lower-income individuals, per a May 2021 NORC at the University of

Chicago survey.

https://aspe.hhs.gov/sites/default/files/documents/acfa063998d25b3b4eb82ae159163575/no-surprises-act-brief.pdf
https://content-na1.emarketer.com/medical-bills-putting-consumers-debt
https://resources.symphonyrm.com/hubfs/SRM-Report-Consumer-Sentiment-Survey.pdf
https://www.norc.org/PDFs/ABIM%20Foundation/20210520_NORC_ABIM_Foundation_Trust%20in%20Healthcare_Part%201.pdf
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Physicians can reestablish trust with patients by expressing compassion for their concerns

around cost and access, and taking extra time to help them navigate a complex healthcare

system.

When patients were asked what they want most from their providers other than good care,

most of the top responses were linked to their doctors showing empathy and personal
attention, per a May 2021 PatientPop survey.

https://info1.patientpop.com/rs/677-NCQ-300/images/Report-2021-3rd%20annual%20patient%20perspective%20survey%20report.pdf
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This article originally appeared in Insider Intelligence's Digital Health Briefing—a daily recap

of top stories reshaping the healthcare industry. Subscribe to have more hard-hitting

takeaways delivered to your inbox daily.
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