What we mean when we talk
about trust?
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Trust i1s needed for all transactions
online

money
private information
soclal interactions

...0r else there are no transactions

-> what IS trust?
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Two classical works on trust

Jakob Nielsen:

o Trust or Bust: Communicating Trustworthiness in
Web Design + Ecommerce User Experience
Study

Cheskin Research & Studio
Archetype/Sapient:

o eCommerce Trust Study
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‘ Jakob Nielsen 1

= The usability “guru” from www.nngroup.com

= “Lack of trust" i1s the current climate on the
Web

= Web = a low-trust society
= Creating trust is the key to success
= Trust should be enhanced, but how?
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Ingredients of trust according to
Nielsen

t

‘rust Is formed through experience
‘rust Is a long-term proposition
‘rust Is hard to build and easy to lose

‘rustworthiness can be communicated
nrough use of seals of approval, brand

reputation, appropriate use of technology,
and through design
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Good ecommerce user experience a la
Nielsen

. If customers can't find it, they can't buy it.

. Make customers feel at home on the home page.

. Create a smooth path to buying (navigation).

. Help customers successfully search (search boxes).
. Present good product pages.

. Write for the web.

. Cross-sell, don't over-promote.

. Make it fast.

© o N oo o ~ w N e

12. Test the experience.

13. Prepare for success.
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Trustworthy Design

o Design quality

o Up-front disclosure
o Comprehensive, correct, and current information
o Connected to the rest of the Web

o Giving users a feeling of being in control and
knowing what is happening

o Good sites:
WWW.google.com
Wwww.amazZon.com
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"If these guys can't even design
a website, then can | trust them
with my money?”

"If | order something,
will the product be messy
as well?"




Cheskin Research & Studio
Archetype/Sapient -eCommerce Trust

Study

5.2.2010

What is trustworthiness?
What are the components of e-commerce trust?
How does e-commerce trust develop?

What is the relative importance of some of the
key components in communicating
trustworthiness?

http://www.cheskin.com/view articles.php?id=17
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Research methodology

gualitative guestionnaires
site review and analysis
expert opinions
consumer opinions

5.2.2010 © Kiristiina Karvone n



A Model to Understand eCommerce Trust

Level of Trust

| Maintain Trust ____ :

Informal Level of Trust  J —--------momm oo T Habit Theeshokd

Formal Level of Trust 4

’S

&

Time Duration

& 1898 Copyright of Studio Archetype and Cheskin Besearch. Al Rights Resenied.



Outcomes

5.2.2010

Trust is formed slowly, as a function of time
Feeling of control forms the basis for trust
Trust is a dynamic process

Trust is experience-based

Trust starts with "indications" - manners,
professionalism and sensitivity - and may
develop into "character traits" - dependability,
reliability, honesty

o Trust enhances informal behaviour
o Personal control over personal information

o O O O O
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How 1s Trust Formed?

A Model to Understand eCommerce Trust

e

¢l Presemiation

H.h..':uu];: tlar
_“} 5 rand
Fultillrnant
¥ Technology%

Chaos Seal of Approval iHi}i Usage Experience
19549 Copyright of Studio Anch B rand Fhu Reserved,
Navigation
Fulfillment
Presentation
Technology
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1/6 Seals of approval

Information about other companies that
specialise In assuring the safety of Web
sites: Verisign, TRUSTe, BBB Onllne N
Webtrust etc. C TRUSTIR oo | T

BRELIABILITY
Later studies:

PROGRAM
BBB ONLN
o seal programs were found to have greater
Influence over consumers who are more
apprehensive about online shopping, than
those who are generally less apprehensive.

o word-of-mouth forums compete with seals
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BizConference

Create and manage
Web meetings
online

BizConference
Try it free NOW!

HEW  Alliance Program

HEW CPA Recruiting Mewsletter

YWhat is the BizActions System?

The Bizfckions Business Development Swskem is a powerful,
easy-to-use, suite of integrated tools that generates new
business, increases name recognition and improves
cross-sales opportunities. It works through wour Internet
browser without the need toinstall any software; therefore
it provides immediate and trackable communication. Most
natably, it is the anly platform of its kind that cames with
exclusive, 100%: ariginal, industry-specific conkent,

The BizActions Business Development Swstem includes all of
the Following services, managed from within wour Sponsor
Center:

BizPro e-Mewsletters
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It couldn't be easier ta customize the visual
aspects of vour e-Mewsletter, Click here to
see what our clients have done with their
newsletkers,

Subscribe to our

RECRUITING
. Newsletter.

Client

SUCCESS STORIES



COvEr story, LIose the Deal , balks
about the growing awareness that
excecution and Follow-through

with regard ko leads for new business
require a structured approach.

July 10, 2005

BizActions and one of our Favarite
clients, Robert Gold of Bennett Gold
Chartered Accountants are featured
in the latest edition of the Practical
Accounkant . We're included in a
stary about the importance of using
cuskamized communications ta
inCrease response rakes,

BizTRUST

This powerful business assessment tool allows wou ko easiky
uncover and close new business opportunities,  Integrated
with our e-Mewsletter and Email Radar, BizTrust is wet
another component that extends the abilicy ko BizAckions ko
be a business development platform)'system.

e-5Stationery
Brand waur firm with every email wou send with Microsaft™

Cutlook, With a BizActions subscripkion, wou receive access
ko eleckronic stationary that mirrors wour e-Newsletber
banner logo and design.

High Impact

This email template kool allows clients to choose from dozens
af email templates to use in their Outlook emails (or even
Email F.adar),

Coming Soon: Digital Print Newslefters

The union of the customizable fexibility of our exceptional
e-Mewsletters with the hard-copy touch and fFeel of paper,
digitally printed.

Confidentiality

RizAckions WebTrust Certification

Wﬁ_iTmst

Anfidentialicy standards,

Interested in BizActions?

See all of BizActions Features in action by requesking an
online demo wia our Form to the top left or send us an email.




Confidentiality

\'Ei'l'mst

Tou have arrived here from a S}.rsTmstSM’ITM or WebTrust ™ TM certified site. The
apphcable SysTrust or WebTrust Seal of assurance symbolizes that this site has been
exatined by an independent accountant. Further, the Seal represents the practitioner's
repott (zee below) on management's assertion(s) that the entity's business being relied upon
15 m conformity with the applicable Trust Services Pnnciple(s) and Crtenia,

The Trust Services Principles and Criteria is an international set of principles and criteria for
systems and electronic commerce developed and managed jointly by the American Institute
of Certified Public Accountants and the Canadian Institute of Chartered Accountants. By
demonstrating compliance with Trust Services critena through an examination by an
wdependent practiioner, entities earn the right to display the seal of assurance.

The eal of assurance combines high standards for identified actiwities with the requirement
for an independent venficationfaudit. Together they budd trust and confidence atnong
consumers and businesses conducting business over the Internet.

The entity has earned the right to display the Seal of assurance with respect to the Trust
=etvice Principlels) of

Confidentiality

The Confidentiality Principle addresses mformation designated as confidential and obtamed
online from exsting and potential business partners. The criteria include requirements that:

+ confidentiality policies exst,

+ the entity discloses itz practices relating to the manner i which it prowndes for authorized
access to, and uses and shares information designated as confidential,

+ the entity uses procedures to achieve s documented confidentialty objectives in

arrotrdanee wnth it Arfined rinliciee and
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NFL HELP

MELRUsh Privacy Policy - MEL Shop Privacy Policy

NFL.COM and SUPERBOWL.COM Website Privacy Policy
Effactive Date: August 16, 2007

applies to the Mational Football League's wehsites
etomains nfl.com and superbowl.com (the "wWebsite'),
The purpose of this privacy policy is to disclose to vou what information
we may collect, how we may collect it, with whorm we may share it, and
certain other matters related to such information, including the choices
you have regarding our collection of information and our use and
disclosure to other parties of information we may have collected from
you,

The Website is operated by SportsLine.com, Inc, pursuant to a
strateqgic relationship among Mational Foothall League Enterprises, LP.
on bekalf of the Mational Football League, SportsLine.com, Inc.,
armerica Online, Inc, and CBS Broadcasting Inc, (collectively, "MFL
Partners"”, "we", "our", aor "us"), Each of the parties in this strateqgic
partnership own the information collected via this Website and may

use it for their own purposes, including marketing.

The Mational Football League [MFL] is & licensee of the TRUSTe
Privacy Program, TRUSTe is an independent, non-profit organization
whose mission is to build user's trust and confidence in the Internet by
promoting the use of fair information practices, This privacy statement
covers the sites nfl.com and superbowl.com. Because this Web site
wants to demonstrate its commitment to your privacy, it has agreed to
disclose its information practices and have its privacy practices
reviewed for compliance by TRUSTe, Please read the following to learn




SIGM UF FOR A TRUSTE SEAL

m Makie Privacy Your Choice SEARCH FOR SEALHOLDERS

COMTACT U=S

Seal Programs :: Privacy Education :: Watchdog Dispute Resolution Service

Verified Make Privacy Your Choice

* Yisit TRUSTe's site to see if
other farmiliar cormpanies are

Mational Football League part of the program,

¥Yalidated Privacy Statement

For the following URLs: *+ Get our quarterly email
store falcons 366 com newsletter with alerts,
wehmail. ghpackersfan.com definitions and tips to be more
warws. 49818 Com confident anline,

waoewy atlantafalcons. com

wanew azcardinals.com

warew baltimoreravens.com
warew altimoreravensstare.com
wrink bengals.com you feel Mational Football

W-bu':':_aneerg-':':'m League has violated its privacy
wonwy. carolinapanthers.com ~ agresment.

License Sgreement Wersion 9.0

(e

* |earn how to protect your
personal information.

*+ File a Watchdog complaint if

Mational Foothall League is a certified licensee of the TRUSTe@ Privacy Seal Program.
The privacy statermment and practices of have been reviewed by TRUSTe for compliance
with our strict program requirernents,

Make Informed Choices for Your Personal Information

About TRUSTe

TRUSTe Privacy Standards and Principles

The TRUSTe program is consistent with government and industry
gquidelines concerning the use of vour persaonal information, These
standards include the Organization for Econormic Cooperation and
Development {QECD)Y Suidelines on the Protection of Privacy and
Transborder Flows of Personal Data, the Federal Trade Cormmission
and Department of Commerce's Fair Information Practices, the
California Online Privacy Protection Act, and the CAMN-SPAM Act,



2/6 Brand

Importance of the company's reputation In
choosing to do business with them

0 ...Inside and outside the web
o E.g. Transferrable trust - banks

Amazon.com: web-service more trusted than
real-world services - brand matters more than

medium

companies who already have trusted brands,
don't participate in online seal programs
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3/6 Navigation

The ease of finding what the visitor seeks for
VERY important!

Clarity

Access

Reinforcement
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4 /6 Fulfillment

The process one works through from the
time a purchase process is initiated until
the product Is received

Includes:

0 protection of personal information
tracking

recourse (= help)

return policy

simplicity of process
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5/6 Presentation

Ways in which the look of the site, in and of
itself, communicates meaningful information
to you

clarity of purpose
craftmanship
resembles other trusted sites
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6/6 Technology

The ways In which the site technically
functions

speed

new technical features, advanced technology
even at the cost of usability

VERY Important
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So, compared with “Technical Trust”

made up of

o confidentiality
0 Integrity

o availability

o ..."trust” means so many other things, too.
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