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Trust Declining in Heath Care

| am confident in my ability to find | worry medical science is
answers about healthcare questions and becoming politicized or being

makelinfogmedfdec.if.ions for used to support a specific
myseit and my family political agenda
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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

€7

Hote: Fram 15702020 the rand line represens 3 three surey mowing averaps.
CHITRHUEH T 5 =TS S [T TS

| | ] I l I I l l ] ] I l l l I l .''M;||:M:l|:-II.I!:-:I\:'u.:-'-\.'f ::L:.ilt{.u::u-lll:ll '::Hlllﬂ":'..‘uI.IIll-r:|?::".Iﬁl.'::r-:l:r\.:}l-l':‘:::lli.l 1120, Fee lsaHErss
'58 '60 '64 '68 '72 '76 '80 '84 '88 '92 '96 '00 '04 '08 '12 '16 '20 i .

PEWY AESEARCH CENTER




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.
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Interpersonal trust in the United States, 1972 to 2018 Our Worid

Share who think that most people can be trusted.
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Customer: "You can’t physically touch me” N | :

! foston the spread of the virus, Kroger |
Employee 2: “I'm about to.” '

requires ol customers and associates
. 10 wear o mask while in our stores,
Customer: “You can't.”

- Tank you for shopping with us foday.
MASK CONFRONTATION CAUGHT ON VIDEO ‘

Do You feel sick?
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What is a Health Care Service?

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.

Victor Fuchs

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



How to create Value in a Health Care Service?

Co-produced Interaction
f—%

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

TRUST

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



The Determinants of Health

Genetic
Predisposition

30%
Behavioral
Patterns
40%
Social
Circumstances
15%

Health Care Environmental
10% Exposure
5%

FIGURE 2-1 Determinants of health and their contributions to premature
death.

SOURCES: Presented by Ruth Shim on November 14, 2019; created from data in
McGinnis et al., 2002.




THOSE WITH LOWER TRUST IN THE HEALTH ECOSYSTEM
FAR LESS LIKELY TO BE VACCINATED

Percent who are fully vaccinated, among those with lower vs. higher trust in the health ecosystem
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Trust Drives Behavior

Increased likelihood to be

Increased likelihood to have had

When respondents... fully vaccinated When respondents... regular check-ups
(standardized across determinant levels) (standardized across determinant levels)
Are in older age groups 8.1% Have high-quality healthcare 5.8%
Have higher trust in the 5.0% Have higher trust in the 519
health ecosystem e health ecosystem 10
Trust government 4.4% Are higher income 4.1%
Have high-quality healthcare 4.0% Are in older age groups 3.3%
Are higher income 3.4% Have higher education 3.0%

Source: 2022 Trust Barometer Special Report Trust and Health




Rachel Botsman
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“Trust, the glue that holds our
societies together, hasn't
disappeared.

It has simply shifted.”
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Frances Frei Ehe New Hork imes

Inside Uber's Aggressive, Unrestrained
Workplace Culture

Home J MPR Mews

Uber Co-Founder Travis Kalanick
Resigns Under Pressure As CEO




The Trust Triangle

Frances Frei, Harvard Business School

Empathy

| believe you care about
me and my success.

Logic

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

Authenticity

| experience the real you.

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



The Trust Triangle

Frances Frei, Harvard Business School

%  Empathy Q
| believe you care about
me and my success.

CENTER ANOTHER GET CURIOUS

Logic

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

Authenticity

| experience the real you.

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




"People don't
care what you

know, until
they know that
you care.”




The Trust Triangle

Frances Frei, Harvard Business School

%  Empathy Q
| believe you care about
me and my success.

CENTER ANOTHER GET CURIOUS

@ '

CAPABILITY COMMUNICATE

Logic

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

O =2

BE YOURSELF BE CONSISTENT

Authenticity

| experience the real you.

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







SOUTHCENTRAL FOUNDATION
NUKA SYSTEM OF CARE



How is Alaska leading the nation in vaccinating
residents? With boats, ferries, planes and snowmobiles.

The Washington Post

Feb 4, 2021




Program launched to help protect
diabetics during pandemic

April 22, 2020
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The Trust Triangle

Frances Frei, Harvard Business School

Empathy

| believe you care about
me and my success.

Logic

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

Authenticity

| experience the real you.

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



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

dnNSWwWers




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
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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
L AQLGHEENE
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