
Wh h lkWhat we mean when we talk 
about trust?about trust? 
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Trust is needed for all transactions 
online

moneymoney
private information
social interactionssocial interactions

…or else there are no transactions

-> what is trust?
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Two classical works on trust

Jakob Nielsen:Jakob Nielsen: 
Trust or Bust:  Communicating Trustworthiness in 
Web Design + Ecommerce User Experience g p
Study

Cheskin Research & Studio 
Archetype/Sapient:

eCommerce Trust Study
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Jakob NielsenJakob Nielsen

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

“Lack of trust" is the current climate on theLack of trust  is the current climate on the 
Web
W b l t t i tWeb = 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

Trust is formed through experienceTrust is formed through experience
Trust is a long-term proposition
Trust is hard to build and easy to loseTrust is hard to build and easy to lose
Trustworthiness can be communicated 
th h f l f l b dthrough use of seals of approval, brand 
reputation, appropriate use of technology, 
and through designand through design
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Good ecommerce user experience à la 
Nielsen

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

2. Make customers feel at home on the home page.

3. Create a smooth path to buying (navigation).

4. Help customers successfully search (search boxes).

5 P t d d t5. Present good product pages.

6. Write for the web.

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

8 Make it fast8. Make it fast.

9. Optimize shopping carts.

10. Ensure a trustworthy design.

11 Provide e-mail contacts
= ??

11. Provide e-mail contacts.

12. Test the experience.

13. Prepare for success.
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Trustworthy Design

Design qualityDesign quality
Up-front disclosure
Comprehensive, correct, and current informationp , ,
Connected to the rest of the Web
Giving users a feeling of being in control and g g g
knowing what is happening
Good sites: "if these guys can't even design 

a website, then can I trust them
www.google.com
www.amazon.com

a website, then can I trust them
with my money?”

”If I order something, 
ill th d t b
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will the product be messy 
as well?" 
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Cheskin Research & Studio 
Archetype/Sapient -eCommerce Trust 
S dStudy

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?trustworthiness?

htt // h ki / i ti l h ?id 17
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http://www.cheskin.com/view_articles.php?id=17
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Research methodology

qualitative questionnairesqualitative questionnaires
site review and analysis
expert opinionsexpert opinions
consumer opinions
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Outcomes
Trust is formed slowly, as a function of time
Feeling of control forms the basis for trustFeeling of control forms the basis for trust
Trust is a dynamic process
Trust is experience-basedTrust is experience based
Trust starts with "indications" - manners, 
professionalism and sensitivity - and may p y y
develop into "character traits" - dependability, 
reliability, honesty
T h i f l b h iTrust enhances informal behaviour
Personal control over personal information

© Kristiina Karvonen 115.2.2010



How is Trust Formed?How is Trust Formed?

Brand
Navigation

Fulfillment
Presentation

Technology
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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 Online, 
Webtrust etc.
Later studies: 

seal programs were found to have greater 
influence over consumers who are more 
apprehensive about online shopping thanapprehensive about online shopping, than 
those who are generally less apprehensive.
word-of-mouth forums compete with seals
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word of mouth forums compete with seals 
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2/6 Brand

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

…inside and outside the web…inside and outside the web
E.g. Transferrable trust - banks

Amazon com: web-service more trusted thanAmazon.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 forThe ease of finding what the visitor seeks for
VERY important!
ClarityClarity
Access 
Reinforcement
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4/6 Fulfillment

The process one works through from the p g
time a purchase process is initiated until 
the product is received
Includes:

protection of personal informationp p
tracking
recourse (= help)( p)
return policy
simplicity of process
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5/6 Presentation

Ways in which the look of the site in and ofWays in which the look of the site, in and of 
itself, communicates meaningful information 
to youy
clarity of purpose
craftmanshipcraftmanship
resembles other trusted sites
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6/6 Technology

The ways in which the site technicallyThe ways in which the site technically 
functions
speedspeed
new technical features, advanced technology

t th t f biliteven at the cost of usability
VERY important
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So, compared with “Technical Trust”

made up ofmade up of
confidentiality
integrityintegrity
availability

…”trust” means so many other things, too.

5.2.2010 © Kristiina Karvonen 26


