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ABSTRACT. This research focused on the efforts to build trust in digital-based communication, 

especially in the treatment of Covid-19 through Telemedicine applications. This topic was 

considered interesting because of the current pandemic conditions that required people to carry 

out social restrictions and the fear of going to the hospital but still required consultation from 

physicians to treat Covid-19. In the process, this research used a qualitative approach with an 

individual as the unit of analysis and purposive sampling using the phenomenological method. 

In addition, this research also involved 2 methods to obtain data, namely in-depth interviews and 

a literature study. Meanwhile, the concepts and theories used included digital literacy, computer-

mediated communication, Information and Communication Technology (ICTs), Telemedicine, 

and social capital theory. After going through the entire process, it was found that Telemedicine 

applications reflect an innovation rooted in the concept of ICTs that allows users not only to 

obtain information but also to solve problems and find solutions through a process of engagement 

and discussion. Therefore, it is necessary to have knowledge and digital literacy of users, namely 

doctors and patients so that communication can be established better. On the other hand, two 

ways interactive communication will also encourage the emergence of trust which makes patients 

and doctors more open in conveying their conditions and complaints. However, it should be 

realized that the developers also have a role in increasing trust. Therefore, several things can be 

done, such as fixing problems that arise and improving existing features, such as doctor ratings 

and reviews, doctor profiles, and video call services. 
  

KEYWORDS: Telemedicine; Trust; Digital literacy; Digital media; Information and Communication 

Technology (ICTs). 

 

  

1. INTRODUCTION 

Health is the most valuable investment that must be made by humans to ensure the continuity of 

activities and extend their lifespan. This can be seen through data released by the Indonesian Health 

Profile in 2018, which stated that out of 261.89 million Indonesian citizens, 208 million individuals 

have health insurance. According to Article 1 of Law Number 36 of 2009, health is “a state of being 

healthy, either physically, mentally, spiritually or socially, to enable everyone to live productively in 

the social and economic senses.” Based on the above understanding, it can be concluded that health 

plays a huge role in human life because it can affect the sustainability of existing activities.  

The continuity of activities carried out by humans can be guaranteed through a healthy body. 

Therefore, various efforts needed to be done to minimize the possibility of someone suffering from 

illnesses, such as living a healthy life, including regulating the diet, having adequate rest, and exercising 

regularly (Irianto, 2000). In addition, routine medical check-ups are also needed to detect potential 

health problems that may occur (Sulistya, 2012). Thus, to have a healthy lifestyle, consistent efforts are 

required, such as maintaining the diet and exercising, accompanied by discipline. 

The importance of consistency in exercising and having regular check-ups often becomes a 

challenge for members of urban communities because these require considerable effort. Exercising 

consistently and regularly is needed to achieve maximum healthy life goals. In addition, time constraints 

and reluctance to go through lengthy procedures are among the challenges that people must face (Taber, 

Leyva, & Persoskie, 2014). Therefore, it can be concluded that the lifestyle of the urban population 

tends to seek immediate (instant) answers in accessing health information. 

For people living in urban areas, the speed and ease of getting access to health consulting services 

play a very important role. This is inseparable from the development of technology and information as 

mailto:helen.frncsy@gmail.com
mailto:ireneapriliac@gmail.com
mailto:rizaldi.parani@uph.edu


659 
 

well as the widespread use of digital media through the internet. The increase in the use of digital media 

can be seen through data obtained from DataReportal in January 2022, which stated that internet users 

in Indonesia have increased by 2.1 million up to 2022. In addition, data from Internetworldstats in 

March 2021 also showed that Indonesia currently ranks 3rd highest in Asia, with the number of users 

reaching 212.35 million people. Thus, the current development of information technology can be 

utilized by the community to obtain health services. 

The high level of utilization of information and communication technology can be utilized for 

online health consulting services. Online consultations have been proven to make it easier for patients 

to get health consultation services and guarantee that information and personal data can be more secure 

(Wijayanti et al., 2018). In addition, online health consultations can also help medical personnel create 

more efficient and effective services in the monitoring, evaluating, and educating stages (Turolla et al., 

2020). Therefore, online health consultation services are a solution that can be utilized concerning 

health problems, especially during the Covid-19 pandemic. 

The Covid-19 pandemic has brought about highly significant changes, especially in the daily 

activities of individuals. People who previously carried out many activities on-site now have to do them 

off-site. The Covid-19 Task Force website mentioned that from July 3 to 20, 2021, even essential sectors 

such as finance/banking, technology and information, and hospitality required the implementation of a 

50% on-site and 50% off-site working system. On the other hand, non-essential fields are required to 

work fully off-site. Therefore, there was an increase in the use of digital media from an average of 7 

hours 59 minutes per day to 8 hours 52 minutes per day (Riyanto, 2021). For this reason, it can be seen 

that the Covid-19 pandemic has changed and required people to switch to digital platforms in order to 

suppress the spread of Covid-19.                                                                                                                                 

The increasing spread of digital media is now being used by the Government to prevent and stop 

the spread of Covid-19 through the Peduli Lindungi application. According to Putri and Hamzah (2021), 

the purpose of using the Peduli Lindungi application is as an effort to trace, track, and warn about the 

spread of Covid-19. This shows that the government's strategy in preventing, stopping, and treating 

Covid-19 has now been carried out through digital media. 

Another government strategy that affects the prevention, spread and treatment of Covid-19 is 

through Telemedicine applications. Telemedicine service is a “combination of communication 

technology with medical practice, which aims to provide health services on an online basis” (Jamil, 

Khairan, & Fuad, 2015, p. 1). The use of Telemedicine applications is expected to be a means to reduce, 

even cure Covid-19. In addition, the Telemedicine applications allow them not to visit the hospital in 

person when they need medical prescription (Song et al., 2020). So far, there are 17 Telemedicine 

applications such as: Aido Health, Alodokter, GetWell, Good Doctor, and Halodoc. The varied services 

allow Telemedicine applications to be easily and widely used by Indonesian citizens. 

Until now, the use of Telemedicine has had a positive impact in answering the problems that exist 

in Indonesian society. Oxford Business Group, together with Halodoc, noted that generally, it took 

approximately four hours to receive health services at a hospital; through Telemedicine, it only took 

about 35 minutes (Bayu, 2022). This statement was supported by Setiaji, Expert Staff of the Minister 

of Health for Health Technology, who stated that from January 17 to February 14, 2022, 158,075 

patients have been helped by Telemedicine (Kominfo, 2022). Therefore, Telemedicine applications can 

answer the existing problems, seeing a short time required and the high use of this application. 

Overall, the use of Telemedicine applications depends on adequate internet facilities. However, the 

internet is often a problem because it has not reached all Indonesian people. Data from the Indonesian 

Internet Service Providers Association (APJI1) shows that 45% of Indonesians, or 117 million people, 

do not have internet access (Ministry of Communication and Information Technology of the Republic 

of Indonesia, 2018). Therefore, the uneven internet coverage is one of the challenges for the government 

in using Telemedicine applications. 

Another challenge that arises in the use of Telemedicine applications is the uneven digital literacy 

throughout Indonesian society. According to Alvis (2021), digital literacy is still experiencing a huge 

inequality in several regions, one of which is East Nusa Tenggara. For this reason, there is a need to 

improve the equality of understanding of digital literacy to support the use of Telemedicine applications. 

The problems that arise do not only stop at the inaccessibility of the internet network and the level 

of understanding of digital literacy but also during the process of using Telemedicine applications that 

require trust. Siboro, Surjoputro, & Budiyanto (2021) stated that the use of such applications must be 
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supported by knowledge and trust from the environment or known as social trust. Coleman (1998) 

defined social trust as a feature that forms the basis of social capital and reciprocal social relationships 

between the parties concerned. Therefore, the aspect of social trust is one of the keys that need to be 

considered in the use of Telemedicine applications. 

This study intends to analyze the importance of trust related to the use of Telemedicine applications. 

This is considered important because, without trust, the use of the application will be less effective.  

This study on the role of trust in the use of Telemedicine applications aims to describe the efforts to 

build trust between doctors and patients in the treatment of Covid-19 through Telemedicine 

applications. This study also analyze the phenomenon of the importance of trust between doctors and 

patients in the use of Telemedicine applications. 

 
   

2. LITERATURE REVIEW 

This research used several related concepts and theories, such as digital literacy, computer-mediated 

communication, Information and Communication Technology, Telemedicine, and social capital theory. 

These five concepts and theories would be used for the basis of this research.  

2.1 Digital Literacy 

Nowadays, the continuity of human activities is highly dependent on digital technology. The use of 

technology needs to be supported by the ability to access, process, and interpret information in digital 

form (Miftah, 2016). According to Ba, Tally, & Tsikalas (2002, p. 5), digital literacy is “a set of habits 

through which youngsters use information technologies for learning, work, and fun.” Therefore, the 

level of digital literacy is determined by the ability to access and use information. 

The concept of digital literacy is then redeveloped by identifying the elements within it. Bawden 

(2008) suggests that there are 4 important elements, namely underpinning skills, basic digital literacy 

skills, background knowledge, digital literacy central competencies, and attitudes and perspectives. 

These four elements show that the ability to process information determines the level of digital literacy 

of the community. 

The ability to process information and the level of digital literacy of the community encourage the 

emergence of computer-mediated communication. This form of communication facilitates and eases 

interaction needed by individuals because the internet provides access to connect anytime and anywhere 

(Sundmaeker et al., 2010). For this reason, changes in people's lifestyles towards digital can be seen 

through computer-based communication. 

 

2.2 Computer Mediated Communication 

Computer communication bases are often referred to as Computer-Mediated Communication or 

CMC. This concept, according to Thurlow, Lengel, & Tomic (2005, p.16), is defined as “human 

interpersonal communication on, through and about the internet and web.” Based on this understanding, 

it is known that technological developments encourage the emergence of computer-based interactions. 

Computer-based interactions occur due to several factors. Spitzberg (2006) stated that there is a role 

of motivation, knowledge, and skills that affect the occurrence of CMC in human activities. For this 

reason, to support the sustainability of CMC, it takes the ability, willingness, and adaptation of each 

individual. 

Ability, willingness, and adaptability in the use of CMC encourage the exchange of information 

mediated by technology. Supporting this statement, Spitzberg (2006) emphasized that along with the 

use of CMC, the knowledge and skills possessed by individuals would also increase. Seeing this, 

technology-based communication can be used as a means of disseminating and obtaining information. 

 

2.3 Information and Communication Technology 

Information obtained and disseminated through technology is often referred to as Information and 

Communication Technology or ICTs. The concept of ICTs, according to Yunus et al. (2013, p.1), is 

defined as “systems that enable gathering, manipulation, management, access, and communication of 

information in different forms.” Thus, it can be concluded that telecommunications allow someone to 

obtain and disseminate information. 
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This concept was reinforced by defining the elements contained in it. According to Santiago et al. 

(2021), ICTs involved several important elements that are interrelated and inseparable, namely: 

information, people, technology, and speed. These four elements illustrate that ICTs are closely related 

to human activities, especially in technology-mediated communication. 

The elements contained in ICTs indicate that ICTs are not just a medium to convey information, 

but can have a greater impact. Brush, Glazewski & Hew (2008) emphasized that ICTs can be used as a 

tool to find information, solve problems, and provide solutions to existing problems through a process 

of discussion and discussion. Supporting this, Jacobsson & Linderoth (2013) stated that through ICTs, 

one's could create certain interpretations and meanings. Therefore, ICTs have a greater impact than just 

being a medium for distributing information. 

The greater impact of ICTs can be felt through the emergence of technology-mediated health care 

innovations. The telecommunication that occurs allows doctors to provide health service consultations 

even though they are separated by distance and time (Weinstein et al., 2014). For this reason, the 

existence of the ICTs concept encourages the emergence of new innovations that facilitate and increase 

the effectiveness of human activities, one of which is in the health sector. 

 

2.4 Telemedicine 

One of the innovations in ICTs is the application of Telemedicine. Telemedicine according to WHO 

(1997, p.10) has the following definitions: 

The delivery of health care services, where distance is a critical factor, by all health care professionals 

using information and communication technologies for the exchange of valid information for diagnosis, 

treatment and prevention of disease and injuries, research and evaluation, and for the continuing 
education of health care providers, all in the interests of advancing the health of individuals and their 

communities. 

Based on this understanding, it is known that Telemedicine applications exist to provide information, 

both for the treatment and prevention of disease. 

Taking a closer look at the Telemedicine applications, there are various important elements. WHO 

(2010) concludes that there are 4 elements of Telemedicine, including: (1) providing and meeting the 

needs of health services, (2) answering the problem of limited coverage, (3) using and involving various 

types of ICTs, and (4) aiming to improve health index. For this reason, it can be understood that 

Telemedicine applications are an effective and efficient means to address the problem of limited access 

to existing health care. 

Telemedicine applications that bring hope and solutions to the community certainly require more 

attention in certain aspects, such as trust from users. In research conducted by Zhou et al. (2020), it was 

found that it is necessary to have a good management identity, trust, and reputation in the Telemedicine 

application so that the consultations carried out can run more effectively. Thus, trust must be the basis 

of the use of Telemedicine applications. 

 

2.5 Social Capital Theory 

Telemedicine applications that are solutions for health services require community support, one of 

which is trust. Based on social capital theory, the important component to support two-way interactive 

communication is trust (Jones, 2005). According to Aljazzaf, Perry & Capretz (2010, p.165), trust is “a 

composition of multiple attributes such as reliability, honesty, dependability, security, timeliness, 

competence, and different attributes have to be considered, in different environments where trust will 

be established.” Thus, it can be concluded that trust plays an important role in supporting 

communication and is influenced by various elements in it. 

Trust is not only an element that supports communication, but trust determines the outcome of a 

health service consultation through a Telemedicine application. Kirana (2016) mentions that trust can 

determine the quality of service. In addition, Gabbay & Leenders (2002) also emphasized that trust can 

determine the action that will be taken by one. Therefore, it can be seen that trust plays a very important 

role, especially in consulting services through the Telemedicine application. 

Trust in consulting services through the Telemedicine application needs to be built by the related 

parties involved. Responding to this, Dasgupta & Serageldin (2000) stated that the relationship created 

can produce human capital, which ends in the formation of trust. For this reason, Gabbay & Leenders 
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(2002) stated that cooperation of both the trustor and trustee is needed to provide maximum results. For 

this reason, trust does not only depend on the Telemedicine application, but also on efforts that need to 

be made by its users. 

The efforts needed to gain and build trust can vary. According to Belanger, Hiller, & Smith (2002), 

several efforts that are needed are building integrity, openness, commitment, and a sense of security, 

both among users and companies. Therefore, trust in the use of the Telemedicine applications is 

something that can be built and strived for to create trustworthiness. 

Building and striving for trustworthiness can be done from scratch or developed from low to higher. 

Supporting this, Gabbay & Leenders (2002) stated that trustworthiness could be built by providing 

what the trustee wanted to achieve and fulfilling the promises made by the trustor. Thus, building 

trustworthiness can be done by always keeping promises and fulfilling the needs and desires of its 

users. 

 

3. METHODOLOGY 

This study used a qualitative method approach. According to Bogdan & Biklen (1982, p.27), 

qualitative research is “descriptive data, the data collected is in the form of words or pictures rather than 

numbers.” The study used the qualitative approach because it was considered capable of explaining the 

importance of the role of social trust in the success of Covid-19 treatment using Telemedicine 

applications and drawing meaning from the relationship that occurred. 

This study used a constructivist paradigm. According to Wilson (1996, p.3), the constructive 

paradigm is “an approach that asserts that people construct their understanding and knowledge of the 

world through experiencing things and reflecting on those experiences.” For this reason, this paradigm 

is considered relevant because it can take a deeper look at the interactions that occur and find the 

meaning formed in the consultation process using the Telemedicine application as an effort to treat 

Covid-19. 

This research involved experts in the health sector, especially doctors who have joined 

Telemedicine and provided consultations on Covid-19 issues, in an effort to obtain relevant and in-

depth information. For this reason, the unit of analysis used was individual, using a purposive sample. 

According to Tongco (2007, p.147), purposive sampling is defined as “the deliberate choice of an 

informant due to the qualities the informant possesses." The selection of the samples was based on the 

reason that the samples could meet the final objectives of the study and represent all research subjects. 

In the data collection effort, this research used the phenomenological method. According to 

Helaluddin (2018, p.7), the phenomenological method is defined as “a study that seeks to analyze 

descriptively and introspectively about all consciousness of the human form and its experiences in terms 

of sensory, conceptual, moral, aesthetic, and religious aspects.” In line with this definition, this method 

was chosen because it can examine in greater depth the experience and essence of social trust needed 

in the health consultation process using Telemedicine applications. 

 

4. FINDINGS AND DISCUSSION 

The research results obtained through observations and interviews regarding building social trust 

through digital media on the use of Telemedicine applications can be explained as follows. 

 

4.1 Telemedicine As a Form of Information and Communication Technology (ICTs) in The 

Treatment of Covid-19 

Telemedicine has a definition that is closely related to technology and humans. Informant Doctor 

Roy Adinegoro, one of the doctors who provide health consultations through the CallMyDoctor 

application, stated that "because of Telemedicine, patients can consult directly without coming to a 

clinic." This statement was agreed by informant Desideria, one of the users of the Telemedicine 

application, who explained the advantage of this application, namely “I particularly applaud the speed 

at which I receive my medicine.” However, despite the practicality, informant Adek Media Roza, 

former head of the Katadata research center research division, also reminded us that “while a 

Telemedicine application itself is indeed an online application, it is based offline, because the service 

does not simply run immediately [by a computer] and it has to go through a process. So, there is the 

role of a human behind it.” Following the data from the informants, Santiago et al. (2021) confirmed 

that indeed ICTs involve several main elements, such as information, people, technology, and speed. 
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So, it can be concluded that there is a combination of humans and technology that can affect the 

performance of Telemedicine applications. 

Telemedicine, which is a combination of humans and technology, requires processes and changes 

to make it easier to access. Informant Adek stated that “for an application, teething troubles, criticism, 

many initial problems are normal, but over time, improvements will be made, the most important thing 

is when there are complaints they can be responded properly.” This was reiterated by the informant, 

Doctor Roy, who stated that “you have to adapt first because there are steps that must be taken when 

consulting with patients, but that's only at the beginning." In addition, he also reminded us that “in the 

steps of the initial analysis, physical examination, diagnosis, to administering drugs, one must be more 

careful because there is a step that is skipped, namely physical examination.” On the other hand, 

informant Doctor Roy also reminded that “in terms of legal protection there is no law that provides 

regulation in detail, so that if an error occurs such as misdiagnosis or the patient experiences a reaction 

due to the drug given, then protection of doctors is still relatively difficult because it's still new.” 

Therefore, the participation of the patient is needed, as said by informant Desideria that “it is important 

that we must be able to measure whether we need a physical examination or not, if we do need a physical 

examination, then we have to go to the hospital.” Following these three informants, Falck, Heimisch, 

& Wiederhold (2016) also emphasized that ICTs involve aspects of problems and solutions that can be 

carried out in line with the development of existing communication technologies. In addition, according 

to Santiago et al. (2021), the role of humans cannot be eliminated in the use of Telemedicine 

applications. So, it can be understood that the participation of application developers, doctors, and 

patients is needed for a smooth consultation process through the Telemedicine application. 

Telemedicine applications have increased during the Covid-19 pandemic, along with existing 

developments. Informant Doctor Roy stated that “Telemedicine itself has existed for a long time since 

before the pandemic, although it had not been widely used because it was still new. There were still 

many people who did not know, understand, or even use it. In terms of medical personnel, in this case, 

doctors, not many had joined. However, its use is increasing during the pandemic because many patients 

need consultation but are afraid to come to the clinic.” Belanger, Hiller, & Smith (2002) also stated that 

openness and need could increase the use of a digital-based service. Thus, it can be understood that the 

increasing use of Telemedicine is due to the Covid-19 pandemic, in which there are social restrictions 

to reduce people's daily activities in public spaces simultaneously. 

The emergence of the Covid-19 pandemic is the reason for the increasing use of Telemedicine 

applications. Although the use of Telemedicine applications is not a new form of innovation from ICTs, 

its use is felt to be very important during this Covid-19 period, especially in providing health consulting 

services through Telemedicine applications that are already available. On the other hand, the use of 

Telemedicine applications based on digital technology cannot be separated from the role of humans, 

especially in terms of providing feedback. Therefore, reciprocal communication is needed between both 

parties, both patients and doctors. 

 

4.2 The Relationship of Knowledge and Digital Literacy in The Use of Telemedicine 

The use of Telemedicine as a treatment effort during the Covid-19 period requires basic knowledge 

of digital technology. Informant Nadia Yovani, a sociologist/social observer, said that “many 

Indonesians do not understand the development of technology and the digital world today due to the 

lack of digital literacy in Indonesian society.” Indeed, the use of digital media applications and 

knowledge of how an application works are required. As a result, some people decide not to use 

Telemedicine services because they feel they do not know how to use them. In line with Miftah (2016), 

the use of technology is necessary to have the support in the form of the ability to access, process, and 

interpret information in digital form. Therefore, digital literacy is a foundation in building two-way 

interactive communication for both patients and doctors during consultations through Telemedicine 

applications to avoid errors in using the application. 

In addition to digital literacy, knowledge is also needed to improve the ability to communicate 

interpersonally through digital media in the use of Telemedicine consulting services. Informant Nadia 

stated that “when someone has the background ability and knowledge of how digital media technology 

works, then they can easily use and utilize Telemedicine medical service technology.” This statement 

was confirmed by a Telemedicine application  service user, informant Desideria, who said that “I was 

helped by my husband to chat [in the application].” This was due to the husband's better knowledge of 
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using digital technology. In line with the two informants, Spitzberg (2006) explained that motivation, 

knowledge, and ability affected the continuity of computer-based communication. Therefore, 

background knowledge affects one's ability to communicate when using Telemedicine consulting 

services. 

One's interpersonal communication skills are generally influenced by their level of education. 

Informant Nadia explained that “the background determines the level of intelligence, because the higher 

the background, it is assumed that the person can learn more so that the capacity to use the Telemedicine 

applications is also higher.” In line with the statement, Ba, Tally, & Tsikalas (2002) said that digital 

literacy could be acquired through habits to access information for both educational, work, and 

entertainment purposes. Thus, it can be concluded that the level of education determines knowledge of 

digital literacy, which has an impact on the use of health consulting services through Telemedicine 

applications. 

Basic knowledge of digital literacy is an important element in the use of Telemedicine applications. 

This literacy is generally possessed by people who have a high level of education because their lifestyle 

is inseparable from the use of digital technology. A Telemedicine application user, especially for the 

treatment of Covid-19, informant Cynthia Wijaya shared that “the first time I chatted, I immediately 

felt that it was not the same as chatting with an answering machine, but felt like consulting with a doctor. 

There was also a note stating where the doctor works. In addition, government support also encourages 

the growth of trust.” Following the informant statement, Spitzberg (2006) also emphasized that along 

with the use of CMC, knowledge and skills would increase. Moreover, it will affect one's awareness in 

interacting with systems such as interacting with fellow humans. For this reason, those who are used to 

accessing and using digital technology will have no difficulty understanding how Telemedicine 

applications run. 

An understanding of the working system of Telemedicine applications can be formed and developed 

over time. This understanding is formed through one's background of knowledge and digital literacy. 

Then, this will affect the flow of the communication. In the end, two-way interactive communication 

and understanding will build trust in Telemedicine applications, considering that communication is the 

key to building trust. 

 

4.3 The Importance of Trust As a Basis for Forming Social Capital in The Use of Telemedicine 

The emergence of Telemedicine applications amid the Covid-19 pandemic needs to be supported 

by building trust in the application itself. Informant Nadia stated that “such trust already exists, 

especially among the urban population because they are used to it, [looking at how they] use online 

platforms for conducting transactions. So, I think they already have trust, but certain groups may lack 

trust due to lack of literacy, not knowing the features, and how to communicate through chat.” This 

statement is agreed by Jones (2005), who stated that trust is needed to support existing communication. 

Dasgupta & Serageldin (2000) also stated that the human capital aspect formed because the 

relationships that were built could increase trust. Therefore, it can be concluded that trust is 

indispensable in the communication process that takes place in health consultations through 

Telemedicine applications. 

Trust in the use of Telemedicine applications can continue to be developed over time. In response 

to this, informant Adek stated that “it is possible that once we were annoyed with the service of an 

application, but because the reviews were good and there were improvements, we decided to download 

the application again." In line with this, Belanger, Hiller, & Smith (2002) also stated that trust was a 

social capital that could be pursued. Therefore, it can be understood that the increasing use of 

Telemedicine applications during the Covid-19 pandemic was not only caused by social restrictions but 

also by the formation of trust in the use of these applications in the urban communities. 

Improvements and feature development are still needed to increase trust, although the use of 

Telemedicine applications has experienced a fairly rapid increase. Therefore, a few features that can be 

developed to increase trust in online consultations are the doctor's rating and review section, doctor 

profiles, as well as video calling feature. Following this, informant Adek stated that “in the online world, 

building trust is done through reviews because reviews are one of the most important ways to grow and 

restore trust.” This is evidenced by informant Cynthia's statement that “trust grew because the 

application contained doctor's profiles and photo, title, and a certificate proving that the doctor was a 

real doctor, not a fake.” Following the opinions expressed by the two informants above, Gabbay & 
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Leenders (2002) emphasized that trust was the basis for a person in making decisions, including 

choosing health consulting services through the Telemedicine application. So, it can be concluded that 

with the development of Telemedicine applications, patients’ trust can increase, so that Telemedicine 

applications can work even better in the future. 

Telemedicine applications can run well if there is development and trust in it. Trust plays a very 

important role in using Telemedicine applications because all interactions and actions are taken in the 

online-based applications. For this reason, to encourage the formation and increase of trust in consulting 

services, existing features are developed, such as doctor ratings and reviews, doctor profiles, as well as 

video calling features. This development has been carried out since the period before the Covid-19 

pandemic and continues to be developed until now. 

  

5. CONCLUSION 

Telemedicine applications, which is one form of ICTs innovation, have an important role in treating 

Covid-19, especially health consulting services with doctors. This is due to social restrictions and 

people's fear of going to clinics or hospitals. In this consultation process, the collaboration between 

doctors and patients, such as in terms of conveying complaints and conditions that are felt as well as 

doctor's explanations, greatly influence the smoothness of the ongoing communication process. On the 

other hand, the role of application developers is also needed to fix problems that arise and add the 

required features to the Telemedicine application itself. Therefore, the use of Telemedicine consulting 

services cannot be separated from the technology and humans in it. 

Telemedicine, which cannot be separated from the role of humans, requires an understanding from 

its users about how this application works. This understanding is formed through the background of 

knowledge and digital literacy possessed by the individual/user, which will determine the ability to 

access and even communicate with the doctor giving their service. This is necessary to support the 

running of the consultation. In the end, this two-way interactive communication will encourage the 

emergence of trust between doctors and patients. 

Trust is considered important in the use of Telemedicine applications because it is the basis for 

forming social capital and supporting the ongoing consultation process. In the process, trust can be built 

and developed through the existing relationship between doctors and patients. Besides, various features 

provided in the Telemedicine application, such as doctor ratings and reviews, doctor profiles, and video 

calling features, are also able to build and develop trust in it. Considering that consultations that occur 

between doctors and patients are conducted online (via digital media), it is important to build trust in 

the use of Telemedicine applications. Thus, trust is an important aspect to support the two-way 

interactive communication of the consultation process in the treatment of Covid-19. 
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