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Research on the influence factors of trust between doctors and patients during online interac-

tions from the perspective of digital empathy

WU Gui-ping, SHI Rong-li, CHEN Jian-ling

School of Pharmaceutical Business, Guangdong Pharmaceutical University/ Guangdong Drug Administration Scientific
Research Base/ Key Laboratory of Pharmacovigilance Technology Research and Fvaluation, National Medical Products
Administration , Guangzhou Guangdong 510006, China

[ Abstract] Objective : From the unique characteristics of online doctor-patient interaction, this study explores for-
mation mechanism of trust between doctors and patients during online interactions from the perspective of digital empathy,
and provides practical guidance for improving relationship between doctors and patients online. Methods: Construct a
hypothesis model to study influence factors of trust between doctors and patients online on the basis of data from Hao Daifu
online medical service platform and tests the hypothesis with statistical software SPSS24.0. Results: The results showed
that doctors’ empathy, cumulative number of doctor-patient conversations, average length of doctors’ response and the
doctor-patient conversation ratio have positive effect on trust between doctors and patients, with doctors’ empathy being the
most effective factor. Conclusion : To promote the trust between doctors and patients online, doctors need to improve their
communicative skills with patients, patients are expected to give active feedback ,suppliers of Apps need to optimize their

functions and relevant departments should improve relevant policies.

[ Key words] Trust between doctors and patients; Online doctor-patient interaction; Digital empathy; Online

medical community
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