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5
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Digital Health

Telehealth
Telecare, Telemedicine, Virtual Care

• Big data

• Artificial Inteligence (AI)

• Electronic medical record (EMR)

• Clinical decision support systems

• Wearable devices

• Robotics

• … 

• Tele-education

• Telediagnosis: telecardiology, teledermatology, 

teleradiology, teleophthalmology, etc.

• Telerehabilitation, Telestroke, TeleICU

• Electronic consultations or eConsults

• Telehealth appointments, teleconsultation or 

remote consultations (phone and video)

• Telehealth to triage patients

• Telemonitoring or Remote Patient Monintoring
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using telehealth in 

people with chronic 
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Trust in 
Digital 
Health

Initial

Cognitive

TransferableAffective

Online

Trust is the willingness to rely or depend on 
something or someone

1. What is trust?
Trust is a complex and relational concept



2. Why is trust in digital health important?
If people don’t trust digital healthcare, they won’t use it.



Trust is often poorly measured: 18 out of 49 studies used 
trust items from non-health sources or developed without 
any validation.

3. How to measure trust in digital health
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Electronic 

Health 

Records

Wearable 

devices

Mobile 

health 

Telehealth 

modalities

Medical 

Artificial 

Intelligence



  
Email feedback 

from experts

Focus Group 

with people 

with CKD

Group discussion

with telehealth 

researchers

Cross-sectional 

survey with 

people with CKD

Phase 1 (Qualitative)

Face and content validity

  
Survey items 

adaptation and 

development

Scope the 

literature

Questionnaire development

  
Exploratory 

Factor Analysis 

(EFA)

Phase 2 (Quantitative)

 Construct validity & internal consistency

Cronbach’s 

alpha (α)

Trust and Confidence in Telephone and 
Video Consultation Scales (TCTVC Scales)
Survey development and validation: mixed-method approach 

(n = 5)
(n = 3)

(n = 4)
(n = 156)
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Trust in TELEPHONE consultations 

1
The healthcare I receive through a telephone consultation 

works well (is effective).

2
It is clear to me what types of healthcare I can receive 

through a telephone consultation.

3

My health care professional works via telehealth and I can 

decide together with them whether I want to have 

a telephone consultation.

4 I feel in control during a telephone consultation.

5
Everything that I say over a telephone consultation remains 

private.

6
My personal information collected over a telephone 

consultation will not get lost.

7 A telephone consultation is easy to use.

8 I feel that my telephone consultation is private and secure.

9
I can trust telephone consultations with my regular 

healthcare professional.

10
I can trust telephone consultations with a new healthcare 

professional. 

11
I can trust that possible technical problems with telephone 

consultations will be solved properly.

12 I feel at ease with a telephone consultation.

Trust in VIDEO consultations

1
The healthcare I receive through a video consultation works 

well (is effective).

2
It is clear to me what types of healthcare I can receive 

through a video consultation.

3
Healthcare provided through video consultation does not 

help me enough.

4 I feel in control during a video consultation.

5
Everything that I say over a video consultation remains 

private.

6
My personal information collected over a video consultation 

will not get lost.

7 A video consultation is easy to use.

8 I feel that my video consultation is private and secure. 

9
I can trust video consultations with my regular healthcare 

professional.

10
I can trust video consultations with a new healthcare 

professional.

11
I can trust that possible technical problems with video 

consultations will be solved properly.

12 I feel at ease with a video consultation.

TCTVC Scales - Trust
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TCTVC Scales - Confidence

Confidence in using TELEPHONE consultations

Factor 1: Social & Technical Support

1
I am confident using a telephone consultation when there 

is a family member with me during the consultation.

2
I am confident using a telephone consultation when there 

is a friend with me during the consultation.

3
I am confident using a telephone consultation when there 

is technical support available to help me fix technical 

problems if I need it.

Factor 2: Competence & Capability

4
I am confident using a telephone consultation by myself 

(without a friend, family member or technician present).

5
I am confident using a telephone consultation when I am 

familiar with the technology.

6
I am confident using a telephone consultation because I 

can hear and understand what has been said.

7
I will not forget the information that I receive verbally over 

a telephone consultation.

Confidence in using VIDEO consultations

Factor 1: Social & Technical Support

1
I am confident using a video consultation when there is a 

family member with me during the consultation.

2
I am confident using a video consultation when there is a 

friend with me during the consultation.

3
I am confident using a video consultation when there is 

technical support available to help me fix technical 

problems if I need it.

Factor 2: Competence & Capability

4
I am confident using a video consultation by myself 

(without a friend, family member or technician present).

5
I am confident using a video consultation when I am 

familiar with the technology.

6
I am confident using a video consultation because I can 

see the person I am talking to and hear and understand 

what has been said.

7
I am confident I will not forget the information that I receive 

verbally over a video consultation.



Association between experience and trust
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Experience with 

TELEPHONE 

consultations

Trust in 

telehealth
Experience with 

VIDEO 

consultations

4. What are the factors associated with trust?

Experience with 

non-health 

related video 

calls



TELEPHONE 

consultations

mean = 3.93 ± 0.64  

VIDEO 
consultations

mean = 3.67 ± 0.66

Trust in telephone consultations is significantly 
higher than trust in video consultations
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>
p < 0.001



Quality was positively associated with trust
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Quality of internet access 
(p<0.001)*

Quality of recent telehealth 

appointment 
(p<0.001)* 

Greater levels of trust in both 

medical and allied health 

professionals

*Kendall's Tau-b test.

4. What are the factors associated with trust?



Honest and professional relationship with healthcare 
professional can promote trust 

16

Participants that felt they could speak 

honestly and professionally with their 

health professional via telehealth trust more 

…than those who reported not having 

this feeling (p<0.001) Mann-Whitney U test

4. What are the factors associated with trust?



Individual’s ability to troubleshoot can promote trust

17

Participants who reported having 

confidence in their ability to 

troubleshoot during a telehealth 

appointment trust more than those who 

reported not having this confidence 

(p<0.001) Mann-Whitney U test

4. What are the factors associated with trust?



4. What are the factors associated with trust?



Increase exposure to 
technology and promote 

video consultations

Promote consumer
digital literacy and 

awareness of 
telehealth benefits

More interoperability 
and integrated care

Increase quality of 
telehealth and 
provide better 
experiences

Give consumers a 
choice or shared 
decision on the 
modality of care

Established 
relationships with 

healthcare 
professionals - 

transferable trust

Regulation and 
transparency on telehealth  
appropriateness and data 

management 

5. How to increase consumers’ trust in 

telehealth
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