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Maybe it’s me. Maybe it’s because I turn 65 next 
month and will officially enter the demographic 
of “65 or older.” But I’m definitely picking up a 

vibe about consumers and healthcare AI. I’m sensing an 
inverse relationship between the adoption of AI technolo-
gy by healthcare organizations and consumers’ skepticism 
of AI use cases in healthcare. The more the healthcare 
system adopts AI, the less consumers trust AI.

Allow me to make my case.

In February 2023, the Pew Research Center released the 
results of a survey of more than 11,000 U.S. adults on 
their views of AI in healthcare and medicine. Here are 
some of the results:

•  60% said they would be uncomfortable with their 
healthcare provider relying on AI for their medical care.

•  75% said healthcare providers are moving too fast in 
the adoption of AI before fully understanding AI’s risks 
to patients.

•  33% said using AI in medical care would make out-
comes worse for patients.

“These findings come as public attitudes toward AI continue 
to take shape, amid the ongoing adoption of AI technologies 
across industries and the accompanying national conversation 
about the benefits and risks that AI applications present for 
society,” Pew said in its survey report.

The results are so February 2023. Surely consumers’ thinking 
about AI in healthcare has evolved since then. Let’s find out.

https://www.pewresearch.org/science/2023/02/22/60-of-americans-would-be-uncomfortable-with-provider-relying-on-ai-in-their-own-health-care/
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Last June, the Deloitte Center for Health Solutions released the 
results of its 2024 Health Care Consumer Survey. The survey 
asked more than 2,000 U.S adults how much they trust the use 
of generative AI tools in healthcare. Here’s what those adults 
told Deloitte:

•  37% said they use generative AI tools for health and wellness, 
like looking up things online or using a chatbot. That’s down 
from 40% in a similar survey Deloitte conducted the previous 
year.

•  30% said they don’t trust the health and wellness information 
from generative AI healthcare tools. That’s up from 23% the 
previous year.

“The future of gen AI in healthcare is full of potential —  
especially if consumer trust can be established and sustained,” 
Deloitte said.

As my late, great father-in-law used to say, if ifs and buts were 
candy and nuts, what a wonderful world it would be. Let’s keep 
looking for some candy and nuts.

Last August, a digital transformation consulting company called 
Customertimes released the results of a survey of 2,000 U.S. 
adults on AI in healthcare. Despite working hard to spin the 
results positively, here are a few spin-proof tidbits:

•  62% said AI will not replace doctors in the foreseeable future.

•  60% said they are not willing to follow medical advice  
generated by AI.

•  58% said AI ultimately will benefit healthcare providers more 
than patients.

•  52% said they were either “skeptical/concerned,” “neutral” 
or “ethically opposed” to the adoption of AI in healthcare.

•  38% said AI will not be better than humans in diagnosing and 
treating medical conditions.

•  33% said they do not trust AI-powered healthcare at all.

Not exactly a ringing endorsement. Quite the opposite. But is this 
poll an outlier? Let’s see.

Last October, NORC at the University of Chicago and the University 
of Michigan’s Institute for Healthcare Policy and Innovation released 
the results of their survey of about 3,400 U.S. adults on how older 
adults find, understand and use health information.

Asked how much they trust health information generated by AI, 
74% said “not very much” or “not at all.” Another 25% said “some-
what” with only 1% saying “very much.”

“One possible way to improve access to and use of health informa-
tion across levels of health literacy is through AI-based tools. Such 
AI applications are becoming increasingly common in health web-
sites and apps,” the survey report said. “Yet, these poll results show 
widespread distrust of AI-generated health information among 
older adults.”

To be fair, older adults don’t trust much of anything, AI included. 
So, let’s keep looking.

In February, JAMA Network Open published a study by researchers 
with the University of Minnesota and the University of Michigan. 
They wanted to know how much patients trusted their health sys-
tems to use AI in patient care. To find out, they asked a representa-
tive sample of 2,039 U.S. adults age 18 or older.

https://www.4sighthealth.com/insights/
https://www2.deloitte.com/us/en/insights/industry/health-care/consumer-trust-in-health-care-generative-ai.html
https://www.prweb.com/releases/customertimes-survey-reveals-americas-growing-optimism-for-ai-in-healthcare-to-reduce-costs-and-improve-patient-outcomes-302211941.html
https://ihpi.umich.edu/news-events/news/most-older-adults-dont-trust-ai-generated-health-information-many-arent-sure-what
https://jamanetwork.com/journals/jamanetworkopen/fullarticle/2830240
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Using a four-point scale with 1 being “not true” to 4 being “very 
true,” the researchers asked the adults two questions:  

•  Do you trust your health system to use AI responsibly?

•  Do you trust your health system to ensure that an AI tool won’t 
harm you?

Some 65.8% expressed low trust in their health system to use AI 
responsibly, and 57.7% expressed low trust in their health sys-
tem’s ability to protect them from harm from an AI tool.

“Low trust in healthcare systems to use AI indicates a need for 
improved communication and investments in organizational trust-
worthiness,” the researchers said.

I’m not sure what that means, but it doesn’t sound good. Let’s 
check in with patient advocacy groups as a proxy for consumers.

Earlier this month, ECRI, a patient safety organization, released 
its annual ranking of the Top 10 Patient Safety Concerns. Second 
on the list: “Insufficient Governance of Artificial Intelligence in 
Healthcare.”

“Medical errors generated by AI could compromise patient safety 
and lead to misdiagnoses and inappropriate treatment decisions, 
which can cause injury or death,” ECRI said in its report.

Well, you can’t get any more final than death. Other than running 
out of space for this column.

The more healthcare organizations embrace AI-powered tech-
nology to do everything from optimizing their revenue cycle 
to improving their diagnostic and treatment acumen, the less 
consumers are thrilled with AI. I also think it reflects consumers’ 
overall attitude toward the current healthcare system. They’ve 

learned not to trust anything that a hospital, health system,  
physician, pharmacist, health plan or drug company tells them is 
good for them. (Nurses may be the only exception per my recent 
blog post, “Could You Have Been a Nurse?”) AI is just another 
tool to screw them over somehow.

Consumers may have finally realized that the healthcare system 
has never been about them despite all the lofty mission, value 
and vision statements to the contrary. Only a customer revolution 
in healthcare will change that.

Thanks for reading.
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