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New Report Reveals What Drives Healthcare Choice, Trust, and Recommendation
Survey finds that cost and insurance influence choice, while listening, communication, respect,
and reputation ultimately earn patient trust

Nashville, TN — September 24, 2026 — The Beryl Institute released today the latest edition of PX Pulse,
revealing new insights into what influences where U.S. consumers choose to receive healthcare and what leads
them to trust and recommend a healthcare organization.

Based on a nationally representative survey of 1,000 U.S. consumers, the findings reinforce the enduring
importance of patient experience. Ninety-three percent of respondents say having a good experience as a
patient is extremely or very important, a figure that has remained consistently high since the Institute began
tracking consumer perspectives.

The research also reveals a notable contrast between perceptions of the healthcare system and consumers’
personal experiences. While only 49% rate the quality of U.S. healthcare as good or very good, 74% rate their
own healthcare experiences during the past 12 months positively, the highest level reported since 2020.

What Influences Healthcare Choice
When choosing a hospital or clinic, consumers identify three factors as major or critical considerations:

e 78% cite acceptance of their insurance plan.
e 73% cite the reputation of the hospital or clinic.
e 69% cite a recommendation from their doctor.

The findings also offer a clear message for healthcare marketers. Fifty-four percent of consumers say accepted
insurance plans are the most important information they need before deciding where to receive care.
Physician qualifications and reputation also rank above hospital rankings, short wait times, virtual care options,
and general brand messaging.

What Earns Trust and Recommendation

The conversation with the doctor emerges as the strongest individual driver of the overall experience. Fifty-
seven percent of consumers identify that feeling heard, respected, and included as one of the five greatest
influences on their healthcare experience.

The leading factors influencing whether consumers recommend a healthcare organization include:
e Feeling listened to by their doctor, cited by 46%.

e Receiving high-quality treatment, cited by 43%.
e Receiving a clear explanation of their care or diagnosis, cited by 37%.
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The study also finds that a history of great care is the strongest driver of positive expectations before an
appointment, with 60% of consumers saying prior positive experiences help build confidence in an upcoming
visit. Together, the findings reinforce that consumers do not view healthcare as a series of isolated moments.
Every interaction contributes to one connected experience, and organizations build lasting trust by delivering
that journey with clarity, consistency, and respect.

“This latest PX Pulse makes clear that people do not experience healthcare as a single clinical moment. Every
interaction through the journey shapes how they view their care,” said Jason Wolf, PhD, CPXP, President &
CEO of The Beryl Institute. “Cost and insurance may open the door, but listening, communication, respect, and
a history of great care are what ultimately build confidence, earn trust, and sustain loyalty.”

About The Beryl Institute

The Beryl Institute is a global community of healthcare professionals and experience champions committed to
transforming the human experience in healthcare. As a pioneer and leader of the experience movement and
patient experience profession for more than a decade, the Institute offers unparalleled access to unbiased
research and proven practices, networking and professional development opportunities and a safe, neutral
space to exchange ideas and learn from others.

We define the patient experience as the sum of all interactions, shaped by an organization’s culture, that
influence patient perceptions across the continuum of care. We believe human experience is grounded in the
experiences of patients and families, members of the healthcare workforce and the communities they serve.

About Medallia

Medallia is the global leader in customer and employee experience, trusted by the world’s most iconic brands
including 7 of the Fortune 10. Medallia’s Al-driven platform helps enterprise organizations turn billions of
feedback signals into clear, prioritized actions. With deep domain expertise, a powerful partner ecosystem,
and consistent leadership recognition from top industry analysts, Medallia transforms customer experience
into a strategic driver of business growth. Learn more at www.medallia.com.
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