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Trust Declining in Heath Care

Source: 2022 Trust Barometer Special Report Trust and Health



Trust in the US Federal Government

Public trust in the federal government has been low for more than a decade
% who say they trust the federal government to do what is right just about always/most of the time



https://news.gallup.com/poll/4708/healthcare-system.aspx

Views of Health Care Industry
On another subject, for each of the following business sectors in the United States, please say whether 
your overall view of it is very positive, somewhat positive, neutral, somewhat negative or very negative. 

https://news.gallup.com/poll/4708/healthcare-system.aspx








What is a Health Care Service? 

Fuchs, Victor R. "The service economy." NBER Books (1968).  Slide c/o Dr. Paul Batalden with adaption 

Victor Fuchs

Making a service is fundamentally 
different from making goods and 

products. 

Health care services are  
co-produced by professionals and  

those who receive the benefit. 



How to create Value in a Health Care Service? 

Fuchs, Victor R. "The service economy." NBER Books (1968).  Slide c/o Dr. Paul Batalden with adaption 

Relationship......(Knowledge, Skill, Habit, Biases)......Activity

TRUST

Co-produced Interaction



The Determinants of Health



Source: 2022 Trust Barometer Special Report Trust and Health



Trust Drives Behavior

Source: 2022 Trust Barometer Special Report Trust and Health



Rachel Botsman

“Trust, the glue that holds our 
societies together, hasn’t 
disappeared.  

It has simply shifted.” 







Frances Frei



The Trust Triangle

From: “Begin with Trust,” by Frances Frei and Anne Morriss, May–June 2020

TRUST
Authenticity
I experience the real you.

Logic 
I know you can do it; 
your reasoning and 
judgment are sound.

Empathy
I believe you care about 

me and my success.

Frances Frei, Harvard Business School



The Trust Triangle

From: “Begin with Trust,” by Frances Frei and Anne Morriss, May–June 2020

Frances Frei, Harvard Business School

CENTER ANOTHER GET CURIOUS



"People don’t 
care what you 
know, until 
they know that 
you care." 



The Trust Triangle

From: “Begin with Trust,” by Frances Frei and Anne Morriss, May–June 2020

Frances Frei, Harvard Business School

BE YOURSELF BE CONSISTENT

CENTER ANOTHER GET CURIOUS

CAPABILITY COMMUNICATE
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The Trust Triangle

From: “Begin with Trust,” by Frances Frei and Anne Morriss, May–June 2020

TRUST
Authenticity
I experience the real you.

Logic 
I know you can do it; 
your reasoning and 
judgment are sound.

Empathy
I believe you care about 

me and my success.

Frances Frei, Harvard Business School



What any one of us can do, right now

Shoulders… sit down

Eyes… make eye contact

Question Marks… ask what matters, and care about the 

answers



What our health systems can do

Shoulders… get out into the community

Eyes… center the needs of those you meet

Question Marks… ask what matters and be prepared to 

design your system differently





We will not rest until everyone has the 
best care and the best health possible.

Thank you!

Kedar Mate, MD
President and CEO

kmate@ihi.org

@KedarMate
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