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Table 1 Measurement Items and Tests Results of Reliability and Convergent Validity
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An Empirical Study of Patient-physician Trust Impact Factors in
Online Healthcare Services

DENG Zhaohua , HONG Ziying
School of Medicine and Health Management, Huazhong University of Science and Technology, Wuhan 430030, China

Abstract ; The service delivery model of online healthcare has received much more attention under the growing demand of health-
care service and the development of Internet information technology. Online healthcare service delivery serves as a supplementary
delivery of the health service delivery offline, and it can help alleviate the problems of relatively insufficient medical resources.
As the cornerstone of interpersonal relationship, trust plays an important role in the relationship between patients and physicians,
especially given the online environment. Therefore, the study of patient-physician trust in online healthcare service delivery is of
great importance.

Improving the trust between patients and physicians will led to an effective use of online healthcare services. Previous stud-
ies have indicated that there are many factors affecting the trust between patients and physicians, however, the study in regard to
online patient-physician trust is not sufficient. This study explores the factors affecting online patient-physician trust from the pa-
tients perspective; and the influences from personal, website, hospital and physician are discussed. The perceived risks and per-
ceived benefits are also included as they have an impact on the online patient-physician trust and the behavioral intention of the
patients. The research model is built on the basis of online trust conceptual framework and the theory of perceived benefits and
perceived risks. To verify the assumptions of this paper, questionnaires were carried out among the users who have used the on-
line healthcare services, and statistics of 271 people were taken as the valid samples. The structural equation model was used to
verify the assumptions.

The results are as follows; the propensity to trust has no significant impact on trust of online patients; the credibility of web-
sites, credibility of hospitals and credibility of physicians are strong determinants of online patients’ trust, and the credibility of
websites has a stronger impact than that of other determinants’; the trust of online patients has significant positive impact on the
behavioral intention of patients; perceived benefits and perceived risks have significant impacts on trust of online patients, howev-
er, the behavioral intention of patients are not significantly affected by the perceived benefits and perceived risks.

By extending the study of patient-physician trust from the offline to online environment, this research explores the factors of
online patients’ trust. The results provide a theoretical framework for the research of online patients’ trust, and strategies are pro-
posed to the providers of online healthcare services delivery. It may have practical significance on attracting more users and en-
hancing comprehensive competitiveness of online healthcare services delivery.

Keywords: healthcare website ; patient-physician trust; perceived risk ; perceived benefit; behavioral intention
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