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Introduction

Learning Objectives:

1) How AI is reshaping search behavior for health content

2) What sources patients trust (and don’t) — and why

3) High-level strategies to adapt to these changes

Statistical Notes

• Online survey among 1,000 adult healthcare decision-makers nationally

• MOE = +/-2.6% at the 90% CL

• Fielded: August 22 – 28, 2025

• Arrows (↑) and Letters (e.g., A, B, C) indicate a statistically significant 
difference between those two metrics or time periods at the 90% 
Confidence Level
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COVID-brain is here to stay and will continue to impact how 
we ‘communicate’ with people
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Patience
I find myself losing my patience 
easier than before.

38%
37% 2024
30% 2023
33% 2022

Memory
I am having trouble remembering 
simple things.

35%
30% 2024
25%  2023
27%  2022

Brand Linkage
Even if I remember an advertisement, 
I find it harder to remember who the 
company was.

42%
31% 2024
33% 2023
34% 2022

Attention Span
I find it harder to concentrate and 
pay attention to things.

34%
32% 2024
29% 2023
29% 2022

Q29  For the next question, please agree or disagree with each statement as it applies to how you feel now.
% Agree/Strongly Agree scores shown.



We are seeing a significant decline in ‘just looking’ visitors 
across the gSight℠ database this year
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Just looking

Potential Patients

Current Patients

^System Website 
Sales Funnel

Top Visit Reasons
Medical condition info (42%)

Wellness info (23%)

Top Visit Reasons
Choose physician (30%)

Schedule appointment (20%)
Info on service offered (11%)

Medical condition info (9%)
Learn about hospital (4%)

Top Visit Reasons
Schedule appointment (23%)

Choose physician (12%)
Message provider (8%)

Test results (7%)
Medical condition info (5%)

^Source: gSight database of nearly 400,000 visitor survey responses.  A Klein & Partners + Greystone.Net product.

12%

16%

48%

16% 17% 17% 16% 15% 12% 10% 7%

Q1 2024 Q2 2024 Q3 2024 Q4 2024 Q1 2025 Q2 2025 Q3 2025 Q4 2025

‘Just Looking’ Visitors

2025

Enter AI →
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Do people 
trust 
these 
results? 



Consumer mindset around AI



There is real skepticism about using AI in healthcare searches
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34%

34%

32%

Negative/Skepical/Prefer Humans

Positive/Open but Cautious

Indifferent/Not Sure

OEQC  When you are searching for healthcare information online, how do you feel about 
getting an answer to your search that is created in AI?
Note: We used thematic AI to summarize respondent Verbatims to this question.  Sentiment 
analysis presented here.



Why skeptical?

• I don't trust anything regarding AI because it's not a human.

• It's useless. I can read a website. If the information isn't well-organized there, they 
certainly aren't capable of creating a helpful bot.

• I don't even use tele-health; no thank you. I will never use it as long as I can use a phone.

• I would rather get an answer from a real person.

• Nope, it won’t help because AI is evil. It’s not good and is destroying the planet.

• I would definitely prefer a human to answer my healthcare questions.

• …It still makes too many mistakes.

• I don’t listen to anything AI tells me. I don’t believe it’s accurate.

• I would not use AI to search for healthcare information online. I do not feel comfortable 
that the information would be accurate. I’m also concerned about violations of my 
personal privacy.

• I don't feel that AI really knows what is best for me when it comes to my healthcare.

Key takeaways:
• Not human
• Lack of trust
• Mistake-prone
• Not for healthcare
• Security issues
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OEQC  When you are searching for healthcare information online, how do you feel about 
getting an answer to your search that is created in AI?
Note: We used thematic AI to summarize respondent Verbatims to this question.



Why open but cautious?

• I feel like it makes it more convenient for me to learn about healthcare.

• It can be helpful for quick guidance. But I still want to double-check it with 
trusted doctor.

• I find the AI answers when searching anything online extremely helpful and it usually has 
correct information associated with it.

• Good mostly, Al offers a variety of ideas to help brainstorm choosing a plan. Summarizes 
data well-tailored to people's needs.

• I probably wouldn't know that it was AI. What little experience I've with AI is only in a 
customer service situation and I'm quite pleased with it. I'd probably trust it.

• I would like general information on a subject. I wouldn't want to ask it personal questions.

• As long as the information is accurate, I don't necessarily have a problem with AI creating a 
response. However, I would like to view the sources that were responsible for the response.

• To start, that is fine, but I want to make the final decision with a human on the phone.

Key takeaways:
• Convenient
• Helpful
• Quick guidance/summaries
• Brainstorming
• Still need human verification
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OEQC  When you are searching for healthcare information online, how do you feel about 
getting an answer to your search that is created in AI?
Note: We used thematic AI to summarize respondent Verbatims to this question.



Meet consumers where they are
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Skeptics need human reassurances 
(“Talk to a nurse,” “Verified by…”)

Pragmatists need transparency and 
structure

Neutrals want fast answers with 
little friction



Search behavior is shifting



Among AI tools, ChatGPT is the top choice for healthcare search

76%

35%

35%

32%

32%

25%

17%

9%

9%

12%

32%

38%

30%

41%

32%

32%

23%

25%

11%

34%

27%

38%

28%

43%

50%

67%

66%

Regular Google Search

ChatGPT

Siri

AI Mode from Google

Amazon Alexa or a similar device

Gemini

CoPilot

Perplexity

Claude

Tools used for healthcare search

Use Haven't/Familiar Haven't/Not Familiar
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Q1  Which of the following, if any, do you use for health-related searches?



Awareness of AI on Google SERPs
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Q2  When you do a regular Google search, do you know that the top result is often AI-generated?

73% know the top result is often AI-generated

Significantly higher among:
• Men
• Gen Z and Millennials
• College educated
• $100k+ income



When you get a result from your health-related search, do you typically…
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Stop with the AI- 
provided answer

Click on the AI-
provided links

Scroll down to 
results below AI Not sure

23% 22% 31%

Q3  When you get a result from your health-related search, do you typically…
Note: Examples provided to respondents in the survey for context.

24%

Zero-click search 
declines with age:

Gen Z: 30%
Millennials: 31%

Gen X: 20%
Boomers: 12%

While uncertainty 
increases with age:

Gen Z: 15%
Millennials: 17%

Gen X: 27%
Boomers: 33%



55% click source links at least “sometimes”
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What do you do when AI Overview 
shows up with sources and links? Total US Significantly higher for this group

I often click on one or more of the 
source/links

46%
Men, Millennials, higher socio-
economic status

I usually just give them a quick look 
on the page but don’t click on any

36% Women, Gen Z

I don’t even really notice them 13% Women, Gen X and Boomers

Not sure 5% Lower socio-economic status

How often click on 
sources/links? Total US

Every time
Most times
Sometimes
A few times

Never
Not sure

11%
20%
24%
24%
15%
  7%

Q9  When you are searching for health information and Google's AI Overview shows up with the sources and links, do 
you look at the sources or links included in the AI Overview?
Q10  And how often would you say you click on one or more of the sources or links included in the AI Overview?



Search starting points vary considerably depending on the task
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19%

14%

11%

8%

7%

6%

5%

4%

3%

12%

5%

19%

15%

13%

8%

9%

5%

4%

4%

2%

10%

4%

9%

9%

5%

7%

4%

19%

11%

4%

4%

9%

11%

Open Google and read the AI Overview (highlighted box at the top)

Use Google but skip the AI Overview

Go directly to a healthcare information website such as WebMD,
Healthgrades, etc.

Use an AI tool (e.g., ChatGPT, Gemini, Perplexity)

Go directly to a nationally known health system website such as Mayo
Clinic, Cleveland Clinic, Johns Hopkins, etc.

Visit your health plan website directly

Visit your hospital or health system website directly

Search on social media (e.g., TikTok, YouTube, Facebook, Reddit,
Instagram, Pinterest)

Government health websites (e.g., CDC, NIH, Hospital Compare, etc.)

Ask your doctor (e.g., call, text, email them)

Ask a friend or family member

Where does the search start? (by goal)

Health/Wellness Info

Medical Condition Info

Choosing a PCP

Online
Search

Offline
Search

Q4  For the following search types, where do you typically start?
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37%

24%

19%

18%

14%

14%

14%

13%

12%

13%

36%

26%

18%

18%

16%

13%

15%

12%

10%

12%

20%

12%

14%

11%

13%

25%

9%

18%

10%

23%

Search engine (e.g., Google, Bing, Duck-Duck-Go, etc.)

Healthcare information sites (e.g., WebMD, Healthgrades, etc.)

ChatGPT, Gemini, Perplexity, Claude, or other AI chatbots

Google AI Mode

Social media (e.g., YouTube, Facebook, Instagram, Pinterest, TikTok,
Reddit)

Health plan website

National health systems (e.g., Mayo Clinic, Cleveland Clinic, Johns Hopkins,
etc.)

Hospital or health system website

Government health websites (e.g., CDC, NIC, Hospital Compare, etc.)

Not needed to search for this reason

Used this online tool when looking for…

Health/Wellness Info

Medical Condition Info

A New PCP

Q5  In the past 3 months, which of the following online tools, if any, have you used when…?

Info searches tend to happen outside system websites while looking for 
a new PCP tends to end up on an insurance or system website



Four in ten consumers are reading AI overviews but confidence 
in the credibility of sources is not universal
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Trust and 
read AI 

overview
40%

Prefer scrolling past 
it to traditional 

results
33%

Didn't realize AI 
Overviews were 
different from 
regular search 

results
15%

Do not use 
Google for 

search
4%

Not sure
8%

When using Google, typically…

Especially men, 
younger, and 
higher socio-

economic status

Q6  When using Google today, do you typically…
Q8  When you are searching for health information, how confident are you that Google’s AI 
Overview answers are based on credible sources?

Completely 
confident

19%

Mostly 
confident

29%

Somewhat 
confident

30%

Not very 
confident

11%

Not at all 
confident

6%

Not sure
5%

Confidence Google’s AI Overview 
answers have credible sources
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Used Google’s AI Mode when 
searching for health information?

Yes, regularly: 24%
I’ve tried it a few times: 27%

I’ve heard of it but not used it: 32%
I don’t know what it is: 17%

Use of AI Mode is 
significantly higher among 
men and younger adults 
(Gen Z and Millennials).

Types of health-related questions asked in AI Mode:
1) Health and wellness: 49%
2) Specific medical condition/treatment options: 48%
3) Looking for a new physician: 33%
4) Looking for contact info (e.g., phone #, directions): 33%
5) Looking for/comparing hospitals: 30%
6) Insurance or billing help: 21%
7) Some other health-related question: 2%

Q13  Have you used Google's AI Mode (i.e., conversational search/chat box) when searching for health information?
Q14  What type of health-related questions have you asked in AI Mode?
Q15  When using Google’s AI Mode, what’s most important to you?  (Top-2 rankings)

Most Important AI Mode Attributes 1st 2nd Top-2

Source credibility 27% 21% 48%

Fast answers 25% 19% 44%

Simplicity of explanation 17% 18% 35%

Doctor-approved or brand-backed responses 15% 18% 33%

Direct links to websites 14% 22% 36%  Links not as important!



Does the goal change how people search?
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Q16  Do you search differently when you are just trying to understand symptoms versus when 
ready to find a doctor or schedule an appointment or do you search the same way for both?
Q17  For DIY health research (e.g., treating symptoms at home), which do you trust more?

Do you search differently when trying to understand symptoms 
versus when you are ready to find a doctor or schedule an 

appointment or do you search the same way for both?

For DIY health research (e.g., treating 
symptoms at home), which trust more? Total US

AI-generated answers 19%

Branded health plan websites 18%

Medical journals or government sites 16%

Branded hospital websites 13%

Social media content 11%

I do not search online for treating symptoms at 
home I call the doctor

20%

Notice where 
your websites 
rank in trust.



AI influences behavior
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Don’t wait for full consumer trust 
to optimize for AI

Structure content for credibility Provide fast, clear answers 



Perceptions and trust



Google AI Overview trust rating
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Q7  How much do you trust the information provided in Google’s AI Overview?  Use a scale of 0 to 10 where 0 means 
you ‘do not trust Google’s AI Overview at all’ and 10 means you ‘trust Google’s AI Overview completely.’

0 10
6.70

More trust among men, 
younger, and higher 

socio-economic status.

Just 6% are not aware of 
AI Overview.

2024 NCIS showed 
a Google trust 

rating of just 6.08 
but increased a 

full point to 7.00 
in the 2025 NCIS.



Trust earned for appearing in AI Overview versus SERP
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35% 26%
45% 39%

50%
30% 21%

39% 45%
33% 32% 30%

41%
52%

19%
19%

19% 21% 16%

22%
18%

Total Women Men Gen Z Millennials Gen X Boomers

More

No More or Less

Less

Q11  How much more or less do you trust a hospital that appears in the AI Overview 
compared to one in a traditional Google result?



Perceptions of Google AI Overview sources
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41%

22%

37%

AI is picking them on content quality, they
are not paid/sponsored results

Those are paid/sponsored results Not sure

Q12  Are those AI Overview sources paid/sponsored results or is AI picking them based 
on its criteria of the quality of information provided?



Perceptions of Google AI Overview sources vary by sex and age

Perceptions of Google AI Overview 
sources

Female
(A)

Male
(B)

Gen Z
(C)

Millennials
(D)

Gen X
(E)

Boomers
(F)

AI is picking them on content quality 
they are not paid/sponsored results

38% 43% 59% DEF 47% EF 35% F 27%

Those are paid/sponsored results 16% 29% A 17% 30% CF 24% F 16%

Not sure 46% B 28% 25% 22% 41% CD 57% CDE

27Q12  Are those AI Overview sources paid/sponsored results or is AI picking them based 
on its criteria of the quality of information provided?
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43%

27%

24%

16%

14%

13%

I would visit their website to learn
more

I would trust their content that
showed up in the AI Overview

I would look more into them to see if I
would want to become a patient in the

future

I would file that brand in my brain for
later

Seeing a hospital or health system in
an AI result would not change my

opinion or behavior

Not sure

What would you do if a hospital you 
know shows up in AI Overview?

Q19  If you see a hospital or health system show up in the AI Overview that you are familiar with but have not 
used, which of the following applies to how you would react to seeing it?
Q20  Have you ever made a healthcare decision based on an answer from an AI tool or AI Overview on Google?

38%
Have made a 
healthcare decision 
based on an answer 
from an AI tool or an 
AI Overview in Google

More likely men, 
younger, and higher 

socio-economic status

Getting into the AI Overview leads to website behavior



Brand recognition and recall

29Q18  Did you notice any of the brands or hospitals that showed up in the AI Overview on the page we just showed you?  
If so, what brands or hospital names did you notice?

76%
Didn’t notice/couldn’t 
remember any brands

How many noticed the brands listed in the AI Mode results?
• WebMD: 3%
• Houston Methodist: 2%
• Nebraska Medicine: 1%
• University Hospitals: 1%
• AboutKidsHealth: 1%
• NYU Langone: 1%

What other brands got ‘credit’ even though they were not in 
the search results?
• Mayo Clinic: 3%
• Cleveland Clinic: 2%
• Johns Hopkins: 2%

*

*
*

*

*

More likely women, 
younger, and lower 

socio-economic status



Search happens more at the information stage, while decision-
making happens more on the brand’s website

Health and Wellness 
Information

Medical Conditions or 
Symptoms Info

Learning What Services 
a Hospital/ System 

Offers

Price Check (e.g., what a 
procedure costs 

upfront)
Looking for a

Doctor
Scheduling an 
Appointment

Hosp/System website (36%) Hosp/System website (31%) Hosp/System website (45%) Health plan website (30%) Hosp/System website (37%) Hosp/System website (39%)

Search engine (31%) Search engine (31%) Health plan website (27%) Hosp/System website (29%) Health plan website (36%) Health plan website (26%)

WebMD (28%) WebMD (29%) Search engine (23%) Search engine (23%) Search engine (24%) Search engine (16%)

Health plan website (27%) ^National systems (27%) ^National systems (19%) Use AI tool (16%) ^National systems (16%) ^National systems (14%)

^National systems (26%) Health plan website (25%)
Gov’t websites, Google AI Mode 
results, use AI tool (16% each)

Gov’t website (15%)
Gov’t website, AI Mode (15% 

each)
YouTube (13%)

I never search online for this 
(7%)

I never search online for this 
(7%)

I never search online for this 
(10%)

I never search online for this 
(18%)

I never search online for this 
(11%)

I never search online for this 
(15%)

30

Top-5 Sites Consumers Have Total Confidence in Going to for Information or to Make a Transaction

^National systems such as Mayo Clinic, Cleveland Clinic, Johns Hopkins, etc.

Q21  For _________________, which of the following sites do you have total confidence in 
going to for that information or to make that transaction?



How a person ‘feels’ about the brand has more influence on 
clicking on the ad than prior ‘use’
  →i.e., Affect > Behavior in impacting ad clicks

31

24%

36%

52%

62%

Didn't know the brand Familiar with the brand but
no strong +/- opinion

Havn't used but
very position opinion

Recently used
the brand

Would click on an interesting healthcare ad if…
(Definitely/Probably Score)

Q22  If you were searching for a health-related topic and a digital ad popped up and you 
found the information to be interesting would you click on that ad if...
[Top-2 box score: Definitely + Probably % shown]

+12%

+16%

+10%

Other Klein & Partners research has shown 
that a brand must build an emotional 

relationship with non-patients before they 
respond to performance marketing.  This is 

why brand-building advertising is so 
important.  “Brands must invest in people 

before they invest in your brand.”



Brand familiarity matters

32

Don’t mistake low recall 
for low impact

Prioritize recognition 
cues

Build emotional 
familiarity



Comfort level with AI in healthcare



Look how quickly comfort is growing with AI

Completely 
concerned 12%

Mostly 
concerned 8%

Mixed feelings 
28%

Mostly 
comfortable 

22%

Completely 
comfortable 

22%

Don't know enough yet to 
know 8%

Comfort level with AI in healthcare

Women    Men
2025                  36%        52%
2024  22%        25%

44% 2025 ↑
23% 2024

Comfort level with AI in healthcare declines with age

34
Q25  What level of comfort do you have with AI’s involvement in each of these health care interactions?



Comfort with using AI in general is a prerequisite to authenticity

35

Completely 
authentic 19%

Mostly 
authentic 24%

Mixed feelings 28%

Mostly 
unauthentic 8%

Completely 
unauthentic 9%

Not sure yet 12%

How authentic is a health system that uses 
AI to fine-tune its communications with 
patients in advertising or on its website?

43%

Men, younger adults, and 
those with a higher socio-

economic status are 
significantly more likely to 
find AI-assisted marketing 

efforts still ‘authentic.’

But these are almost all adults who 
are already comfortable using AI 

for healthcare search and are 
comfortable with AI’s involvement 

in healthcare in general.

Q26  How authentic do you feel a hospital or health system is that uses AI to fine-tune its 
communications with patients whether on the website or in its advertising?



AI acceptability is growing quickly

36

AI is fully acceptable for this use… 2024 2025

Sending reminders for screenings/ prescription refills 45% 43%

Call center routing 35% 36%

Website answering non-clinical questions 35% 38%

Creating advertising 33% 37%↑

Website content on medical conditions 25% 32%↑

Searching for a physician online that's best for you 24% 31%↑

Transcriptions of physician's notes 23% 28%↑

Website explanations for tests, procedures, surgeries, etc. 23% 28%↑

Website answering clinical questions 18% 26%↑

Interpreting a self-assessment that you filled out 15% 25%↑

Interpreting test results 12% 21%↑

Customizing treatments based on health and genetics 10% 20%↑

Diagnosing a routine illness 9% 22%↑

Diagnosing a serious or complex illness 9% 19%↑

Q27  What level of comfort do you have with AI's involvement in each of these healthcare interactions?

Again, it is men, younger 
adults, and those with a 

higher socio-economic status 
who are more comfortable 
with AI’s use across these 

interactions (and in general).



In just one year, more than twice as many adults now feel 
AI is more accurate in diagnosing a disease than a human

37
Q28  Assume that the AI program and the physician are both provided with the same information and test 
results about the patient’s symptoms. How much do you agree or disagree with the following statement?

“AI is more accurate in diagnosing a disease than a doctor.”

Strongly Disagree
31%

Somewhat Disagree
22%

Neutral
25%

Somewhat
Agree – 13%

Strongly
Agree – 10%

23% 2025 ↑
10% 2024



Strategic shifts



Optimize for AI 
visibility

Make your content easy for AI systems to find, 
understand, and surface in responses.

How:

• Use structured content formats (like FAQs, 
bulleted lists, and headings) that match how AI 
parses and presents answers.

• Include source citations, schema markup, and 
clinician attributions to boost your credibility in 
generative search.
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Build for recognition, 
not recall

Focus on repeated cues that build brand 
familiarity, even if users don’t consciously 
remember your name.

How:

• Use consistent phrasing, tone, and branded 
language across all platforms and content types.

• Add local trust signals — like “answers from 
[City] specialists” — to stand out in AI 
summaries that skew national.





Design dual pathways Serve both fast AI-driven queries and deeper 
human-led journeys with layered content 
experiences.

How:

• Start with summaries that deliver quick answers 
to common questions.

• Link to human-driven content (like provider bios, 
testimonials, or longer guides) for people 
seeking reassurance or depth.





The adoption curve 
for AI in healthcare 
is steep

Adults are quickly becoming comfortable with AI in 
healthcare, not just for marketing but also for 
clinical interactions.  But not all…

• Women, older adults, and those with a lower 
socio-economic status will need more education 
and coaching on the merits and safety of AI in 
healthcare.

• These groups will turn to trusted sources and 
human connections. 
• Articles by and about providers
• Patient stories
• Reviews





For more information contact:

Lacey Reichwald
lacey@ahamediagroup.com

Rob Klein
rob@kleinandpartners.com

mailto:acey@ahamediagroup.com
mailto:rob@kleinandpartners.com


Appendix



Demographic profile

49

Sex

Gen Z

Millennial

Gen X

Baby Boomer+

Age [Average age = 47]

Xx-xx
42% ↑ 23%

Income [Median income = $51,397]

Less than $35K

$35 to >$100K

$100K+

Ethnicity/ Race
(Multi-response)

68%  Caucasian

16%  Hispanic

15%  African American

  5%  Asian

  6%  Other

College Grad

16%

29%

25%

30%

31%

39%

28%

51%

48%

Health Insurance

▪ Group: 29%
▪ Ind/Exchange: 14%
▪ Medicare: 29%
▪ Medicaid: 15%
▪ VA/Tricare: 1%
▪ No insurance: 6%
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