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ABSTRACT: It has been argued that the buyer’s trust of the vendor is a critical precur-
sor to a transactional relationship in an e-commerce environment. This study uses an
experimental survey to test a model that includes a number of factors such as trust
mechanisms, “system trust,” and vendor reputation. The results suggest that one trust
mechanism, vendor guarantees, has a direct influence on system trust. Further, within
e-commerce situations, system trust plays an important role in the nomological net-
work by directly affecting trust in vendors and indirectly affecting attitudes and in-
tentions to purchase. These results held in the case of both firms with and without an
established reputation. The results demonstrate the importance of interventions such
as self-reported vendor guarantees that affect system trust in enabling successful
e-commerce outcomes.
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E-COMMERCE OFFERS ENORMOUS OPPORTUNITIES for vendors of any size and origin
to conduct their business on the Internet. This opportunity can be particularly appeal-
ing to new businesses and local businesses that wish to expand their markets. The
relative ease in which vendors can enter this global marketplace has resulted in an
abundance of businesses offering their products to consumers who are completely
unfamiliar with them. These “unknown™ vendors hope to build a reputation online
and often seek ways of assuring the consumers that they are indeed legitimate and
trustworthy. Vendors are obviously interested in the purchase intentions of potential
customers and look for ways to relieve concerns that consumers may have about
online transactions. The success of a company’s e-commerce depends on consumers
who will purchase online.

Recent research on e-commerce has uncovered many facets of why (or why not) a
consumer may wish to engage in online purchasing. It appears that one of the top
concerns of Web consumers relate to issues of privacy and trust [12, 31]. Factors such
as store trustworthiness, perception of risk, reputation, and store size have been shown
to influence willingness to purchase [33]. Whereas reputation and size can be an
advantage for well-known vendors, what measures must a relatively unknown ven-
dor take in order to compete? This study proposes that unknown vendors may en-
hance the concept of “system trust” by using trust mechanisms on their Web site.
There are many mechanisms available to vendors for the expressed purpose of build-
ing trust with consumers. For example, a vendor could use a seal of approval based
on an independent third-party evaluation, a rating system that gives the Web site a
“stars” rating to indicate how their site rates on given criteria based on customer
feedback, or even a self-reported statement on their site as a way of guaranteeing
compliance with “established” e-commerce standards [10, 56].

Whereas each of these mechanisms is intended to increase system trust and ulti-
mately the purchase intentions of the consumer, there is limited research to date on
how system trust is formed in business-to-consumer transactions. Specifically, what
is the role of system trust in relationship to the development of consumer trust in the
vendor and confidence in online purchasing? What types of mechanisms are neces-
sary in order to build system trust? Does the reputation of a vendor alleviate the need
and importance of these trust mechanisms? This study examines these questions by
proposing and testing a model that includes the construct of “system trust” as distinct
from the “trust in vendor,” “vendor reputation” and three types of mechanisms com-
monly used by online vendors. The model and its predictive validity in influencing
intention to purchase is tested through a survey of over 200 consumers in an experi-
mentally controlled setting. This work is particularly germane to information systems
(IS) research since it directly deals with system interventions that can facilitate trust,
and the ultimate conduct of commerce in a digital environment.

The Concept of Trust

TRUST HAS BEEN DEFINED IN MANY WAYS throughout the research literature. Most
definitions have stemmed from earlier research in psychology or sociology. Accord-
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ing to Lindskold [43], trust can arise from objective credibility. In other words, if it is
believed that a person’s words are reliable and correspond to his deeds, he or she is
considered trustworthy. Lewis and Weigert [41] assert that trust is based on cognitive
processes that discriminate among persons and institutions that are trustworthy, dis-
trusted, and unknown. Mayer et al. define it as “the willingness of a party to be vul-
nerable to the actions of another party based on the expectation that the other party
will perform a particular action important to the truster” [47]. These definitions indi-
cate that trust is perceptual and is a subjective interpretation or a belief by one party
regarding another.

Three approaches to the study of trust can be identified in the literature [7]. Dispo-
sitional theories assume factors within individuals that predispose them to trust. Be-
havioral decision theories focus on immediate situational factors and posit that trusting
is a function of relatively rational decision-making processes. And, finally, institu-
tional frameworks emphasize the causal role of situational factors but are more con-
cerned with the effects of organizational and institutional structures and processes.
Rousseau et al. [57] indicate that trust can be relational in nature, when it is derived
by repeated interactions between trustor and trustee over time, and institutional when
institutional factors provide broad support for trust that sustain further risk-taking
and trust behavior. Zucker [63] argues that institutional based trust is a commodity
that is “manufactured” by individuals, firms, and industries. The focus of this re-
search is on behavioral and institutional factors in the context of users’ interactions in
business-to-consumer Internet transactions.

McKnight et al. [51] develop a useful typology of trust, which consists of five
constructs: interpersonal trust, trusting beliefs, system trust, dispositional trust, and
decision to trust.! Interpersonal trust is one party’s willingness to depend on the other
party with a feeling of security even when negative consequences are possible. Trust-
ing beliefs are based on the person’s cognitive beliefs about the other party’s charac-
teristics (e.g., competence, integrity). System trust is the belief that proper impersonal
structures are in place to enable one to anticipate a successful future endeavor (we
base our construct of system trust on this definition that is described in detail later).
Dispositional trust is a person’s tendency to trust across a broad spectrum of situa-
tions and persons. Decision to trust refers to the intention to trust in particular situa-
tions. Collectively, these constructs provide a reasonable definition of the construct
space for the trust variable. Consistent with this work, Castelfranchi and Falcone [11]
regard these perceptions of trust as a belief system of truster regarding the trustee,
which could subsequently result in a willingness to depend on the other party in
carrying out certain tasks.

Trust in Business Relationships

Marketing research has provided some empirical evidence of the importance of trust
perceptions in market relationships. For example, a seller’s expected trustworthiness
was shown to lead to more cooperation and agreement between parties [58]. Hawes et
al. [30] tested “trust-earning” factors of salespeople and found that competence, de-
pendability, and likability were significant factors in a buyer’s trust of salespeople.
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Trust has also been associated with long-term orientation. Trust plays a key role in
determining the long-term orientation of both retail buyers and their vendors [24]. Simi-
larly, Doney and Cannon [22] found that trust influenced a buyer’s anticipated future
interaction with a seller. In fact, trust also influences relational commitment. Parties are
more likely to commit themselves to a relationship characterized by trust [55].

IS research has also examined trust perceptions. Hart and Saunders [28] describe
the duality of technology (electronic data interchange [EDI]) as a consequence of
trust and an enabler of control. When trust is built, it motivates firms to make invest-
ments in electronic exchanges, which in turn also acts to discourage opportunistic
behavior. In a later study, they find significant support for a positive relationship
between trust and EDI use diversity [29]. McKnight et al. [50] find that trust is a
multidimensional construct and that trusting beliefs are related to trusting intentions.
Other recent studies have also sought to develop models in an effort to understand the
role of trust in an e-commerce environment [4, 9, 14, 36, 37, 49] and participation in
electronic markets [14]. The results suggest that Web consumers are most concerned
with trust and privacy issues when buying online [31]. Jarvenpaa et al. [33] devel-
oped and tested a model of consumer trust in an Internet-based store. They found that
store trustworthiness, perception of risk, and willingness to purchase were influenced
by reputation and size of the store. The focus of their research was on the perceptions
of trust in an Internet store and not the trust in intermediaries or third parties that
might mediate between the consumer and the store. Tan and Thoen [62] also describe
a model of trust in a Web-based context. They argue that trust in the conduct of a
transaction on a Web site will be influenced by the objective and subjective trust in
the vendor (i.e., based on its reputation) and trust in the control procedures used.
Gefen [25] asserts that trust is very important in information technology (IT) accep-
tance as it relates to gaining and retaining consumers of online vendors.

The conceptual and empirical literature above allows us to frame the study of trust
with respect to a vendor’s Web site using the following constructs: system trust, per-
ceived reputation, and perceived trust in vendor, which has an effect on attitudes and
purchase intentions. According to behavioral decision-making theories, trust is a func-
tion of a rational decision-making process. Trust as the outcome of such a process is
a subjective interpretation or belief by one party (customer) regarding another party
(vendor). Therefore, all types of trust create “perceptions” of trust in the party (ven-
dor) and should be evaluated as perceived trust. Interpersonal trust and trusting be-
liefs reflect trust that has been cultivated over time. In the case of a vendor, these
aspects of trust are reflected in the “perceived reputation of the vendor,” which cap-
tures personal experiences, history, and the broad social presence of the vendor and
its products and actions. In the case of institutional trust, trust in the party can be
established by assuring that the proper impersonal structures are in place to enable a
successful transaction. If so, the situation appears “normal” to the transacting party
and reinforces system trust. Therefore, system trust, stemming from the broader stream
of institutional trust, is the only direct mechanism that can be used to influence per-
ceived trust. This is particularly germane in the e-commerce context where institu-
tional mechanisms can be used to reflect the social indicators that communicate the
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trust in control mechanisms used to handle transactions. Furthermore, perceived trust
reflects a belief system that leads to attitudes and intentions. In an e-commerce con-
text, attitudes regarding a vendor are formed from the perceptions of trust in the
vendor. Attitudes have an effect on purchase intentions and thereby should follow the
belief-attitude—intention sequence described in the “theory of reasoned action™ (TRA)
(as described in the hypotheses section).

The study described below examines system trust within its nomological network
of constructs, including specific trust mechanisms that can affect system trust. The
model is tested under various conditions of reputation in order to demonstrate its
robustness.

System Trust and Trust Mechanisms

We define system trust as a belief that the proper impersonal structures have been put
into place enabling one party to anticipate successful transactions with another party
[41, 44, 51, 59]. System trust can be described in two ways: (1) structural assur-
ances—which include safeguards, such as regulations, laws, guarantees, and con-
tracts, that make the party feel safe depending on the other party, hence enabling
trust, and (2) situational normality—which makes the situation appear normal and
reduces uncertainty in the transaction. In an e-commerce situation, if a vendor’s Web
site appears normal (i.e., appropriate for doing business) and their role and the vendor’s
role appear appropriate and conducive to success, then a consumer perceives situ-
ational normality. A well designed Web site that reflects competence, integrity, and
reliability would enhance this aspect of system trust [53].

Three types of trust mechanisms can be identified as ways of encouraging system
trust in Internet transactions and therefore trust in Internet vendors [45]. These are
seals, ratings, and guarantees, each of which is a distinct facilitator of system trust.
Seals of approval placed on a vendor’s Web site are all intended to make a consumer
more at ease with online transactions by virtue of being an independent third party in
whom the consumer can trust. Often, seals are designed to provide membership into
privileged programs that monitor complaints and reassure the customer that security
has been established [13]. Nooteburg [56] found evidence to support a positive effect
of the presence of a seal on likelihood to purchase. Rating systems give Web sites
varying amounts of “stars” to indicate how the site rates on given criteria. Rating
systems based on customer feedback are an indication of vendor performance. Ven-
dors use ratings to increase the buyer’s confidence in their site [34, 35]. Finally, ven-
dors could also use self-reported statements on their site as a way of guaranteeing
compliance with “established” e-commerce standards [10, 56]. A vendor statement
typically includes information about vendor policies regarding returns, privacy, and
security. However, this provides no unbiased third-party evaluation of the online ven-
dor. In summary, whereas each mechanism is designed to enhance trust in the site and
reduce risk, they do so in different ways. Seals use independent verification through
third parties, ratings use customer feedback, and guarantees are the vendor’s self-
reported statements about their policies and procedures.
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Model and Hypotheses

THE RESEARCH MODEL IS ILLUSTRATED in Figure 1 and captures the basic tenets of
the literature reviewed above. Trust is assessed as a perceptual construct and “trust in
vendor™ is hypothesized to be influenced by system trust (institutional) and perceived
vendor reputation (interpersonal and trusting beliefs). System trust, in turn, could be
influenced by trust mechanisms. The nomological validity of the model is tested in
the TRA context. Below, we briefly describe the proposed hypotheses based on the
model.

First, we hypothesize that system trust can lead to trust in a vendor in an e-com-
merce situation. System trust reflects the belief that the requisite institutional controls
are in place to trust the vendor for a successful transaction. In other words, what is the
belief that the proper technology and information exists for a successful transaction?
Prior research posits that system trust can be effective in initial trust formation be-
tween unknown parties [51] and thus is a prerequisite of perceived trust in this situa-
tion. Thus, we believe that system trust and perceived trust are separate, but related,
constructs. This leads to the first hypothesis:

Hypothesis 1. System trust is positively related to perceived trust in an Internet
vendor.

It has been proposed that the presence of mechanisms is necessary in situations of
shallow dependence. The customer—vendor relationship can be categorized as shal-
low dependence because of the lack of familiarity of the parties and the reliance of
the customer on the vendor to complete the transaction in a reliable and discrete
manner [60]. It follows that trust mechanisms would be antecedents to trust. In the
case of e-commerce transactions, these mechanisms are developed to assure the con-
sumers that the transactions are safe and the vendor is legitimate. Recent research
suggests that adding features such as third-party certifications, guarantees, and former
customer testimonials may be the most important improvements to make on a Web
site because such mechanisms engender trust in the site [45]. These three mecha-
nisms are representative of current practices and provide distinct endorsements (from
various perspectives) of the site. Therefore, we hypothesize that these three trust
mechanisms are antecedents to system trust. Formally stated:

Hypothesis 2a. Seals of approval are positively related to system trust.
Hypothesis 2b. Guarantees are positively related to system trust.
Hypothesis 2c. Ratings are positively related to system trust.

Perceived trust in the vendor is defined as one party’s willingness to depend on
another party with a feeling of relative security even though negative consequences
are possible. The consumer must believe that the vendor has both the ability and the
motivation to reliably deliver goods and services of the expected quality. Trust is
built in the eyes of the consumer when the vendor invests in dedicated resources for
the relationship [22, 33, 48]. On a Web site, with the ability to rapidly click and
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Figure 1. Research Model

search, this trust might be predicated on interpersonal trust (prior experience) or trusting
beliefs (social recognition) with the vendor. Perceived reputation of the vendor cap-
tures personal experiences, history, and the broad social presence of the vendor and
its products and actions. A vendor’s reputation is the extent to which customers be-
lieve a vendor is honest and concerned about its customers. A favorable reputation
enhances credibility of the vendor. Perceived reputation captures the essence of inter-
personal trust and trusting beliefs. Other studies have also supported a positive rela-
tionship between reputation and level of trust in vendor [22, 24, 33].

Hypothesis 3. Perceived vendor reputation is positively related to perceived trust
in vendor.

According to the TRA [1, 23], “a person’s performance of a specified behavior is
determined by his or her behavioral intention (BI) to perform the behavior, and BI is
jointly determined by the person’s attitude and subjective norm concerning the behav-
ior in question” [19]. Attitude is determined by the summation of the individual’s sa-
lient beliefs about consequences of performing the behavior. The TRA is a general
model that does not specify the beliefs that might be operative for particular behaviors.
In the context of consumer behavior, the TRA model is very useful in describing atti-
tudes and intentions. For example, company trust has been shown to have a direct
effect on both attitudes toward product and loyalty intentions [15]. In the case of
e-commerce, attitude toward a vendor is formed from trust in the vendor (a belief) [27].
Therefore, we hypothesize that perceived trust is related to attitude. Formally stated:

Hypothesis 4. Perceived trust in a vendor is positively related to attitude toward
the vendor.

Research has shown that attitudes and behaviors are favorably affected when high
levels of trust are present [3, 58]. Purchase intention is the behavioral intent of the
buyer that precedes the act of purchasing. Purchase intention is measured as the strength
of one’s intention to commit to an act [19]. The established work on the TRA is
proposed in the form of Hypothesis 5 for testing the relationship between attitude and
intention in an e-commerce setting as follows:

Hypothesis 5. Attitude toward the vendor is positively related to purchase intentions.

In addition to the hypotheses, it was also proposed to explore the interesting ques-
tion of whether the model differed under extreme conditions of vendors with a “strong”
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reputation and “no” reputation. Reputation and system trust might reflect the well-
known duality of trust and control, where one substitutes for another [61]. In other
words, in the case of an unknown vendor (“no” reputation), the relationship between
system trust and vendor trust might be stronger than vice versa. In contrast, some
have suggested a supplementary relationship between trust and control [18] in which
case no differences between the reputation groups would be observed.

Control Variables

It has been shown throughout the consumer behavior literature that brand-related
variables affect purchase intentions. These variables include the brand reputation,
price, and perceived quality [21, 39]. The foundation for the perception of quality is
based on other mentioned variables along with the amount and frequency of price
discounts. It has also been found that wide variations in price negatively affect per-
ceived quality and, in turn, the intent to purchase. Purchase intent is greatest when
price falls within a range of acceptable prices to the consumer [21]. For the purpose
of this study, we controlled for the brand name (reputation) and price by using a
recognized brand at an average price level. We also provided a consistent level of
situational normality for the Web design.

Method

AN EXPERIMENTAL SURVEY APPROACH WAS USED in assessing the research model
presented in Figure 1. The research instrument was on a Web site that subjects visited
and the data was collected by means of a questionnaire that subjects filled out and
then submitted. The population for the study consisted of potential online shoppers.
Numerous consumer-focused listservs were identified as targets for sample selection.
Listservs appropriate for the study were selected based on descriptions giving some
indication that the members were average Internet users. We avoided listservs whose
members were likely to be IS professionals. Members of the listservs were recruited
by an e-mail that offered a chance to win free office supplies in return for participa-
tion at the Web site designated in the e-mail. Respondents consisted of 266 Internet
users with the following demographics: 92 males and 170 females, average age was
42 years old, 241 of 266 go online at least once a day, 255 of 266 have at least
purchased items over the Internet with a value of $50 or less (200 of them have spent
at least $100 or more), and 186 of them frequently gather product information online.
They also self-report an average level of computer expertise of 5.6 on a seven-point
scale (anchored at 1 = low expertise to 7 = high expertise).

Task

Subjects were instructed in the e-mail to point their browser to a carefully designed
Web site and follow the instructions on the screen. Subjects were to assume the role
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of an Internet shopper in search of a DVD player. They were instructed to view the
vendor site that followed and told to click on any symbols for further information
about the Web site. After viewing the Web site, they were then asked to fill out a
questionnaire involving their opinion of the Web site and submit it in order to be
eligible for the chance to win. After submitting, they filled out a page of personal
information so they could be identified if they won. Care was taken to separate per-
sonal information from responses to maintain the anonymity of the process.

Instrument

The instrument consisted of 16 different vendor Web sites created for the experiment.
The instrument followed a 2 x 2 x 2 x 2 design with two levels each of three different
trust mechanisms: seals of approval, ratings, and vendor statement guarantees. Sev-
eral features were designed into the trust mechanisms for the purpose of increasing
system trust. Common features included in all three trust mechanisms were risk re-
duction, service quality, and trust. Additional features included an independent third
party for the seal and rating and privacy for the rating and vendor statement. Indi-
vidual features of each trust mechanism included independent verification for the
seal and customer feedback for the rating. The vendor statement differed in that it
included self-report statements of a money-back guarantee (risk insurance) and secu-
rity. Figure 2 provides a summary of the features of each mechanism. In each case, a
generic version of a seal and a rating mechanism was used. This is because the focus
of the study is on system trust and not on the effectiveness of specific mechanisms.
We modeled our seal and rating mechanisms in the experiment based on those that
are most widely recognized as identified in a white paper by Cheskin Research [13].2
The actual page layout is shown in Appendix A. The levels were either the presence,
or absence, of the mechanism. Vendor reputation was also manipulated at two levels,
reputation (i.e., site described in a Wall Street Journal article) or no reputation. When
subjects entered the site, they were randomly assigned to one of the 16 conditions by
the computer program. Each mechanism on the site provided a hyperlink to a page
containing a description of that mechanism. As previously mentioned, subjects were
encouraged to click on all links available. When they were finished viewing the site,
they clicked to continue with the survey. Subjects were able to go back to the vendor’s
Web site while filling out the survey questions.

Measures

In order to develop the multi-item measures of the constructs, a careful review of the
literature was undertaken. When possible, existing measures were adapted [17]. In
particular, the perceived trust in vendor was adapted from Doney and Cannon [22]
and Jarvenpaa et al. [33]; perceived vendor reputation came from Ganesan [24]; atti-
tude from Taylor and Todd [63], Jarvenpaa et al. [33], and Mathieson [46]; and inten-
tion to purchase was adapted from Jarvenpaa et al. [33] and Mathieson [46]. System
trust measures were developed by reviewing the relevant literature [48, 49].
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Key concepts

reflected in

mechanism Seal Rating Guarantee
Risk reduction v v v
Service quality v v v
Trust v v v
Third party v v

Independent verification v

Customer feedback v

Privacy v v
Guarantee (risk insurance) v
Security v
Self-reported v

Figure 2. Features of Trust Mechanisms

The instrument was pilot tested in two steps. First, using verbal protocols with
Ph.D. business students, students were asked to review the instrument and make ver-
bal comments about any items that seemed ambiguous or incomplete. The next step
was to test the instrument online with a group of 170 undergraduate students. This
test was for the purpose of validating the instrument. The test revealed that two of the
questions related to system trust needed a minor word change to improve clarity. The
instrument was then tested again on a smaller group of 80 students. The results indi-
cated that the change for clarity was effective. A reliability analysis was conducted on
each of the individual constructs, which resulted in coefficient alphas of greater than
0.80 per construct (0.80 and above is generally considered acceptable). Confirmatory
factor analysis was also used to verify that each scale uniquely measured its associ-
ated factor. Preliminary results suggested that each item developed for each measure
met the criteria for convergent and discriminant validity. Therefore, all the items were
used in the final instrument (see Appendix B for item listing).

Results

Measurement Model—Convergent Validity and Unidimensionality

THE DATA WAS ANALYZED USING A TWO-STEP structural equation modeling (SEM)
approach. First, the measurement model was assessed using confirmatory factor analy-
sis. The measurement model specifies how the constructs of interest are measured by
the observed variables (the items in the questionnaire). In order to assess the efficacy
of the measurement model, previous research indicates that model fit indices, such as
X', can provide evidence for convergent validity and unidimensionality [26]. In addi-
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tion, factor loadings that are high and significant are an indication that the measured
variables or factors represent the underlying constructs [8].

The measurement properties for the final model of system trust, perceived trust in
vendor, vendor reputation, attitude, and purchase intent are shown in Table 1. All the
items in each scale were measured on a seven-point Likert scale.

System trust was measured by a scale of four items. The parameter estimates, fit
indices, and observed residuals provide evidence of a good fit for the observed corre-
lations among the items. Generally, the goodness of fit index (GFI) and adjusted
goodness of fit index (AGFI) should be equal to or above 0.90 and 0.80, respectively,
and the root mean square residual (RMSR) equal to or below 0.08 [32]. The GFI is
0.88, the AGFI is 0.42, the RMSR is 0.07, and the reliability coefficient alpha is 0.88,
which, taken together, suggest a good fit. In addition, all indicator reliabilities are
sufficiently high and statistically different from zero.

A scale of five items measured perceived trust in vendor. Both the GFI and AGFI
are above the suggested 0.90 criteria. The RMSR is a low 0.02, the coefficient alpha
is 0.94, and all the indicator reliabilities are high and significantly different than zero,
leading to the conclusion of a good fit of the hypothesized model. A scale of five
items also measured vendor reputation. Again, the indices overall suggest a good fit
for the hypothesized model (GFI = 0.89, AGFI = 0.67, RMSR = 0.04, coefficient
alpha = 0.94, with all indicator reliabilities high and significantly different than zero).

A scale of seven items measured the attitude construct. As the fit indices shown in
Table 1 indicate, the construct has sufficient indicator reliability that is high and sig-
nificant, a sufficient RMSR (0.03) and alpha (0.97). A scale of five items measured
purchase intention. The RMSR was very low at 0.01 and the alpha was a high 0.98
with high and significant indicator reliabilities.

In sum, whereas the GFIs and the AGFIs did not always meet the criteria, all the
other indicators were indicative of a good fit (RMSR, coefficient alpha, strong and
significant path coefficients).

Discriminant Validity

To assess the discriminant validity of the scales, 20 maximum likelihood estimation
(MLE) models were estimated and 10 9 difference tests. According to Churchill
[16], discriminant validity is demonstrated when the measures of each construct con-
verge on their respective true scores, which are unique from the scores of the other
constructs. Empirical evidence for discriminant validity can be obtained by compar-
ing an unconstrained model that estimates the correlation between a pair of con-
structs to a constrained model in which the correlations are set at one. Then, if the
difference in ¥ between the two models is significant, the indication is that the un-
constrained model is a better fit for the data [2, 5, 6, 26, 64].

Table 2 presents the results of the 20 MLE estimations along with the ¥’ difference
tests. All of the differences in ¥? are significant providing support for the unidimen-
sional characteristics of the measures. The discriminant validity of each construct is
supported in that each scale seems to be capturing a construct that is unique.
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Table 1. Construct Validity Using Confirmatory Factor Analysis (CFA)

Item ML estimate ( ) t-value
System trust
x1 0.72 13.06
X2 0.69 12.33
x3 0.88 17.47
x4 0.90 18.03
Measures of model fit
Chi-square 70.65df=2
Goodness of fit 0.8838
Adjusted goodness of fit 0.4188
Root mean square residual 0.0749
Coefficient alpha 0.88
Trust in vendor
x5 0.89 18.17
x6 0.87 17.73
X7 0.88 17.91
x8 0.92 19.32
x9 0.85 16.85
Measures of model fit
Chi-square 18.35df=5
Goodness of fit 0.9716
Adjusted goodness of fit 0.9149
Root mean square residual 0.0154
Factor reliability 0.94
Vendor reputation
x10 0.92 19.24
x11 0.93 19.68
x12 0.93 19.90
x13 0.82 16.01
x14 0.78 14.79
Measures of model fit
Chi-square 79.05df=5
Goodness of fit 0.8889
Adjusted goodness of fit 0.6668
Root mean square residual 0.0438
Factor reliability 0.94
Attitude
15 0.93 19.91
x16 0.92 19.66
x17 0.92 19.72
x18 0.86 17.40
x19 0.88 18.27
x20 0.93 20.11
x21 0.95 20.83
Measures of model fit
Chi-square 309.28 df = 14
Goodness of fit 0.7282
Adjusted goodness of fit 0.4564
Root mean square residual 0.0330
Factor reliability 0.97

(continues)
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Item ML estimate ( ) t-value

Purchase intention

x29 0.95 20.75
x30 0.95 20.74
x31 0.97 21.49
x32 0.94 20.19
X33 0.97 21.39
Measures of model fit
Chi-square 83.99df=5
Goodness of fit 0.8850
Adjusted goodness of fit 0.6651
Root mean square residual 0.0133
Factor reliability 0.98
Overall Fit

A confirmatory factor analysis was also performed on the full model as specified that
allowed the factors to correlate. The factor loadings of all the indicators are provided
in Table 3. The model provided a good fit for the data as follows: RMSR = 0.04,
RMSEA = 0.10, CFI = 0.92, TLI = 0.91, Bollen Delta2 = 0.92. The ¥* was 1,110.73
with 290 degrees of freedom. As previously mentioned, fit indices for the RMSR of
< 0.08 and RMSEA of < 0.06, with the remaining indices > 0.90 indicate a good fit.
The residual correlation matrix was scanned for any high residuals (over 0.20). High
residuals can cause a lack of fit. Only one residual was in this category, between
question 1 and question 2 of the system trust constructs (0.2166). The data were also
screened for univariate and multivariate outliers.’

Structural Model

The structural model of Figure | was tested using the maximum likelihood technique
in Mplus. Mplus allows for the analysis of categorical independent variables in its
two-step method.* The structural portion of the model estimates the assumed causal
relationships among the exogenous and endogenous constructs. The final model with
path coefficients is presented in Figure 3. As shown, all the paths were significant
except for two. These paths are seals to system trust (Hypothesis 2a) and ratings to
system trust (Hypothesis 2c¢). Therefore, the model does not support these hypoth-
eses. However, all the remaining paths are significant at the p < 0.01 level, thereby
providing support for Hypotheses 1, 2b, 3, 4, and 5.

It should be noted that although the measurement models had strong fit indices, the
overall fit of the structural model was marginal. The ratio of the ¥’ to the degrees of
freedom was 1,546.20/399 or 3.88 (three is considered appropriate). Other indices
include the RMSEA = 0.10, the TLI = 0.88, and the CFI = 0.89.

Notwithstanding, the size and significance of the path from system trust to per-
ceived trust in vendor and the significant path from vendor guarantees to system trust
provide support for two important hypotheses in this study. First, this is further evi-
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Table 3. Factor Loadings—Full Model

Factor loading t-value

System trust

x1 0.73 13.44

x2 0.70 12.71

x3 0.87 17.79

x4 0.90 18.63
Trust in vendor

x5 0.91 19.05

x6 0.86 17.37

X7 0.87 17.74

x8 0.88 20.16

x9 0.88 20.16
Vendor reputation

x10 0.91 19.12

x11 0.92 19.37

x12 0.93 19.63

x13 0.84 16.86

x14 0.79 15.26
Attitude

x15 0.93 20.20

x16 0.92 19.80

x17 0.93 19.92

x18 0.86 17.54

x19 0.88 18.08

x20 0.93 19.89

x21 0.94 20.49
Purchase intention

x29 0.96 21.05

x30 0.95 20.94

x31 0.97 21.70

x32 0.93 20.16

X33 0.95 20.97
Measures of model fit

RMSR 0.04

RMSEA 0.10

CFI 0.92

TFI 0.91

Bollen Delta2 0.92

dence for the appropriateness of the system trust construct in a model of e-commerce
purchase intent. Also, the relationship between guarantees and system trust indicates
that guarantees are an effective way to increase system trust. In summary, all hypoth-
eses are supported with the exception of Hypotheses 2a and 2c.

An additional analysis was conducted on vendor reputation. Vendor reputation was
manipulated in order to determine if reputation alone would have an effect on model
fit and, in particular, the relationship between system trust and perceived trust in
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Perceived Vendor
Reputation

Attitude Toward
Vendor

Perceived Trust in
Vendor

Figure 3. Model Loadings

vendor. Previous research indicates that reputation does have a positive effect on
perceived trust in vendor [33]. In order to test this in our study, reputation was ma-
nipulated at two levels: “no” reputation and “yes” reputation, and then a multigroup
analysis was conducted on two groups.® As a manipulation check, an analysis of vari-
ance (ANOVA) was also conducted on the mean of the perceived vendor reputation
indicators to ensure that the subjects in the two groups differed on perception of
reputation. Results indicate a main effect of group (F = 12.71, p < 0.001), therefore,
we conclude that the vendor reputation manipulation was effective.

The two groups were compared to one another using two different models. The first
model held all paths equal across groups except for the path from system trust to
perceived trust in vendor; this path was allowed to estimate freely. The path was
highly significant and large in both cases (“no™ group coefficient = 0.782, 1 = 10.448;
“yes” group coefficient = 0.831, = 10.773), which indicates that the strength of the
relationship was present in both groups. Next, a fully constrained model (all paths
held equal) was also compared to the previous model and no significant change in ¥’
was present, which indicates that constraining the paths to be equal does not affect
the fit of the model. Therefore, it was concluded that the groups did not differ with
respect to the reputation group to which they were randomly assigned.

Discussion

THIS STUDY INTRODUCED THE CONSTRUCT of “system trust” to a model of e-com-
merce purchase intention. Whereas “perceived trust” is a good predictor of attitudes
and intention, theory suggests that trust is a more complex concept [50]. Prior re-
search has often discussed the idea of system trust, which has its basis in institutional
trust, yet we know of no research that tests this construct in an e-commerce purchase
intention model. This study measured and validated this construct and then tested it
within a larger theoretical framework of trust. The overall model was tested using a
two-step structural equation modeling approach. The measurement model provided a
good fit for the data, furthering the support for the constructs. The structural model
included three antecedents to system trust: seals, guarantees, and ratings. Overall, the
structural model had moderate fit. All hypothesized relationships (with the exception
of two trust mechanisms), including the relationship between system trust and per-
ceived trust in vendor, were highly significant.
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These results provide a number of implications for research and practice. First, they
provide evidence of system trust as a “controllable” construct that can be used to
directly influence perceived trust. Since the ultimate goal of this stream of work is an
effective prediction of purchase behavior, introducing system trust as a variable is
significant, since it can be directly influenced through intervention. Successful inter-
vention can create high system trust, which in turn can lead to perceived trust in ven-
dor and ultimately desirable attitude and behavior. Therefore, system trust plays an
important role in the belief system by directly affecting trust in vendor and indirectly
affecting attitudes and intentions. These results are consistent with the findings of
previous research that have tested the relationships between belief, attitude, and intent
constructs, such as the TRA [27, 33], the theory of planned behavior [42], and others
that show attitudes and behaviors are favorably affected when trust is present [3, 58].

Second, perceived reputation was also a significant antecedent to perceived trust in
vendor. On a Web site, with the ability to rapidly click and search, perceived reputa-
tion reflects trust predicated on interpersonal trust (prior experience) or trusting be-
liefs (social recognition) with the vendor. However, more importantly, both system
trust and reputation concurrently exhibited a significant relationship with perceived
trust in vendor in the structural model. This suggests that system trust is an important
predictor of perceived trust in vendor for both unknown and known firms. Further
exploration of this point, conducted through experimental manipulation of reputa-
tion, affirmed this. Subjects were either viewing the Web site of an unknown but
reputable vendor (by reading a Wall Street Journal article) or an unknown vendor
without a reputation. The results show that the experimental manipulation was effec-
tive and the model was robust in both groups, indicating that reputation did not change
the relationship between system trust and perceived trust in vendor. On the practical
side, this indicates that firms should cultivate a perceived trust in vendor. Whereas
reputable firms have an advantage in this regard, system trust is an intervention that
can help in all firms. Indeed, according to de Figueiredo [20], as part of an e-com-
merce strategy, there is a need for branding Web sites (rather than product brands),
which has the effect of signaling many trust elements. Our results indicate that culti-
vating system trust could be helpful in this regard.

The only mechanism in this study that influenced system trust was the use of self-
reported guarantees. Interestingly, a self-reported statement (which is relatively inex-
pensive) can influence system trust and thereby indirectly influence purchase intentions.
In assessing this result, it is useful to examine the distinction between the mechanisms
as illustrated in Figure 2. Whereas all three vouch for product and service quality,
seals and ratings are third-party mechanisms, and guarantees are self-reported state-
ments. These statements, however, provide broader coverage of security and privacy
issues as well as risk insurance through money-back guarantees. While it is not pos-
sible to untangle the separate effects of the security and money-back guarantee fea-
tures on system trust, the relationship does seems to reflect that *‘situational normality”
was achieved through the mechanism. In other words, the subjects believed that the
proper impersonal structures were put into place to enable a successful transaction,
which is consistent with Zucker, who mentions trust as “reflecting the security one
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feels about a situation because of guarantees™ [65]. What is surprising is the fact that
these self-reported statements are potentially biased (endorsed by the vendor), which
does not preclude their strong relationship with system trust. This may be due in part
to the fact that vendor statements (in general) are usually focused at the heart of sys-
tem trust issues (such as making statements that everything at the site is secure and
working properly), thereby reducing uncertainty about the transaction, hence provid-
ing “situational normality.” In fact, recent research supports this view by suggesting
company policies for privacy and consumer protection should be displayed up front
on a company’s Internet storefront as a way of conveying trust [40].

The distinguishing features of the seals and ratings included third party information
regarding the vendor, independent verification, and customer feedback. We suspect
that these mechanisms may be more directly related to other issues involved in the
actual purchase. We would hasten to add that even though fairly typical operationali-
zations of these mechanisms were used, caution should be exerted in extending the
lack of significance to other seals. At most, we found positive effects for comprehen-
sive self-proclaimed statements. These results are consistent with prior research that
has found a positive relationship between such privacy and security related state-
ments and consumers’ online purchase intentions [54].

It should be noted that system trust can be effective in initial trust formation be-
tween unknown parties [51]. Accordingly, it is consistent with the concept of “‘swift
trust,” which refers to a unique form of trust that is formed in temporary situations
when the parties involved are relatively unknown to one another [52]. Swift trust has
not been cultivated over time, so it is a form of initial trust. In this regard, system trust
has a connection with swift trust in that both involve impersonal actions and initial
trust formation. Whereas the primary intent of this work was to study system trust
within its nomological network rather than to focus on the efficacy of specific trust
mechanisms, there is opportunity for future research to refine and study specific trust
interventions and their effectiveness.

A broader model could examine risk as an antecedent to actual purchase behavior.
Those relationships were not hypothesized nor tested in the present analysis. Further
research should consider these relationships along with risk. In addition, further re-
search should consider other situational factors that influence belief/attitudes/intents.
For example, design quality of the Web site and ease of access to information may be
additional factors influencing the model.

While many recent studies in the IS literature have proposed models of trust fo-
cused on e-commerce transactions [4, 12, 25, 27, 33, 37, 40, 42, 48, 62], our model is
one of the first to examine the underlying theoretical construct of system trust within
a model of e-commerce purchase intent. Our results are consistent with McKnight et
al. [50], who suggest that trust engendered by institutional structures would be tightly
related to trust in vendor. Furthermore, we have provided evidence that IS can be
used to cultivate system trust within an e-commerce environment. In this regard, our
research has important implications for IS designers.

Limitations to this study are mainly those related to external validity. Since it was
not an actual vendor or actual purchase, it is not possible to say for certain if these
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relationships would hold exactly in the “real world.” However, care was taken to
ensure that the Web site and the images were as realistic as possible and real Internet
users were recruited as subjects.® Further, the multi-sample validation of the con-
structs and strength of the nomological validity gives us additional confidence in the
findings. Further work using more granular measures of trust [50] might further re-
fine the implications of this study, particularly those pertaining to the invariant im-
pact of reputation.

Conclusion

WHILE PERCEIVED TRUST IN VENDOR has been shown to be an important predictor of
purchase behavior, practical guidelines on interventions to enhance consumer per-
ceptions is limited. This study takes an important step in doing this by (1) testing the
concept of system trust, (2) studying antecedent mechanisms that could influence
system trust, (3) examining the substitutability of reputation for system trust, and
(4) testing predictive validity of the constructs in the widely accepted TRA frame-
work. Through a carefully designed experimental setting, the study extends prior
work in this area. The results indicate that system trust is important to consumers and
can be influenced directly by the vendor through provision of guarantees. This low-
cost method could pay off through its indirect influence on trust in vendor, attitude,
and intentions. Further, the study found that, regardless of reputation, firms should
enhance system trust.

With the recent dot-com woes, it is important to engage in work that enhances our
understanding of e-commerce success, and provides practical guidelines for manage-
rial intervention. This study illustrates the importance of one such intervention. Fu-
ture research can build on this work in testing purchase behavior over a wide variety
of price/product settings (that were controlled in this study), and further examining
the effectiveness of specific trust mechanisms.

NoTES

1. The terms we use to describe the constructs are consistent with earlier versions of McKnight
etal, [51].

2. The choice of trust mechanisms was made to closely parallel the actual mechanisms
prominent on today’s Web sites. In fact, a close correspondence between the BBB online seal
and BizRate rating can be noted. We did this (1) to add a degree of external validity to the study
and (2) to capture representative mechanisms that could play a role in system trust. Each of
these mechanisms might constitute different sub-dimensions (risk, security, privacy, guaran-
tees, etc.), but can each be argued to have an influence on perceptions of “system trust”—our
core construct. In other words, each mechanism has the potential to influence a consumer’s
trust as perceived by observing the Web site and its institutional elements.

3. Five subjects were identified as multivariate outliers based on Mahalanobis Distance.
The five observations were removed from the analysis, however, there was no noticeable change
in model fit.

4. Variables analyzed in SEM are usually continuous, however, it is possible to analyze
categorical variables that are experimental (i.e., part of the experimental design). The categori-
cal variables are represented as exogenous variables that affect other variables in the model and
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all are tested within a single sample [38]. In the present case, seals, guarantees, and ratings
represent such categorical exogenous variables.
5. While perceived reputation was measured in the model, manipulation of reputation in
the experiment allows for the testing of the model at the two ends of the reputation spectrum.
6. Most subjects requested summary results of the study, which indicates that they were
interested and took the task seriously.

REFERENCES

1. Ajzen, L, and Fishbein, M. Understanding Attitudes and Predicting Social Behavior,
Upper Saddle River, NJ: Prentice Hall, 1980.

2. Anderson, J.C. An approach for confirmatory measurement and structural equation mod-
eling of organizational properties. Management Science, 33, 4 (1987), 525-541.

3. Anderson, J.C., and Narus, A. A model of distributor firm and manufacturer firm work-
ing partnerships. Journal of Marketing, 54, 1 (1990), 42-58.

4. Ba, S., and Pavlou, P.A. Evidence of the effect of trust building technology in electronic
markets: Price premiums and buyer behavior. MIS Quarterly, 26, 3 (2002), 243-268.

5. Bagozzi, R.P,, and Phillips, L.W. Representing and testing organizational theories: A
holistic construal. Administrative Science Quarterly, 27, 3 (1982), 459-489.

6. Bagozzi, R.P.; Yi, Y.; and Phillips, L.W. Assessing construct validity in organizational
research. Administrative Science Quarterly, 36, 3 (1991), 421-458.

7. Bigley, G.A., and Pearce, I.L. Straining for shared meaning in organization science:
Problems of trust and distrust. Academy of Management Review, 23, 3 (1998), 405-421,

8. Bollen, K.A. A new incremental fit index for general structural equation models. Socio-
logical Methods & Research, 17, 3 (1989), 303-316.

9. Borchers, A. Trust in Internet shopping: A test of a measurement instrument. In D. Strong
and D. Straub (eds.), Proceedings of the Seventh Americas Conference on Information Sys-
tems. Atlanta: AIS, 2001, pp. 799-803.

10. Butler, P., and Peppard, J. Consumer purchasing on the internet: Processes and pros-
pects. European Management Journal, 16, 5 (1998), 600-610.

I1. Castelfranchi, C., and Falcone, R. Social trust: Cognitive anatomy, social importance,
qualification and dynamics. Paper presented at the Workshop on Deception, Fraud and Trust in
Agent Societies, Minneapolis, May 1998.

12. Castelfranchi, C., and Tan, Y. The role of trust and deception in virtual societies. Interna-
tional Journal of Electronic Commerce, 6, 3 (Spring 2002), 55-70.

13. Cheskin Research. eCommerce trust: A joint research study with Studio Archetype. Red-
wood Shores, CA, 1999 (available at www.cheskin.com/p/ar.asp?mlid=7&arid=40&art=0).

14, Chiravuri, A., and Nazareth, D. Consumer trust in electronic commerce: An alternative
framework using technology acceptance. In D. Strong and D. Straub (eds.), Proceedings of the
Seventh Americas Conference on Information Systems. Atlanta: AIS, 2001, pp. 781-783.

15. Chow, S., and Holden, R. Toward an understanding of loyalty: The moderating role of
trust. Journal of Managerial Issues, 9, 3 (1997), 275-298.

16. Churchill, G.A. A paradigm for developing better measures of marketing constructs.
Journal of Marketing Research, 16, 3 (1979), 64-73.

17. Churchill, G.A. Marketing Research, 5th ed. Hinsdale, IL: Dryden Press, 1992,

18. Das, T.K., and Teng, B. Between trust and control: Developing confidence in partner
cooperation in alliances. Academy of Management Review, 23, 3 (1998), 491-512.

19. Davis, ED. Perceived usefulness, perceived ease of use, and user acceptance of informa-
tion technology. MIS Quarterly, 13, 3 (September 1989), 319-340.

20. de Figueiredo, J.M. Finding sustainable profitability in electronic commerce. Sloan Man-
agement Review, 41, 4 (Summer 2000), 41-52.

21. Dodds, W. In search of value: How price and store name information influence buyers’
product perceptions. Journal of Consumer Marketing, 8, 2 (1991), 15-24.

22. Doney, PM., and Cannon, J.P. An examination of the nature of trust in buyer-seller
relationships. Journal of Marketing, 61, 2 (1997), 35-51.




THE ROLE OF SYSTEM TRUST IN BUSINESS-TO-CONSUMER TRANSACTIONS 217

23. Fishbein, M., and Ajzen, 1. Belief, Attitude, Intention and Behavior: An Introduction to
Theory and Research. Reading, MA: Addison-Wesley, 1975.

24. Ganesan, S. Determinants of long-term orientation in buyer-seller relationships. Journal
of Marketing, 58, 2 (1994), 1-19.

25. Gefen, D. Reflections on the dimensions of trust and trustworthiness among online con-
sumers. DATA BASE for Advances in Information Systems, 33, 3 (2002), 38-16.

26. Gerbing, D.W., and Anderson, J.C. An updated paradigm for scale development incor-
porating unidimensionality and its assessment. Journal of Marketing Research, 25, 2 (1988),
186-192.

27. Grazioli, S., and Jarvenpaa, S.L. Perils of Internet fraud: An empirical investigation of
deception and trust with experienced Internet consumers. /[EEE Transactions on Systems, Man
and Cybernetics, 30, 4 (2000), 395-410.

28. Hart, P.J., and Saunders, C.S. Power and trust: Critical factors in the adoption and use of
electronic data interchange. Organization Science, 8, 1 (1997), 23-42.

29. Hart, P.J., and Saunders, C.S. Emerging electronic partnerships: Antecedents and dimen-
sions of EDI use from the supplier’s perspective. Journal of Management Information Sys-
tems, 14, 4 (Spring 1998), 87-111.

30. Hawes, J.M.; Mast, K.E.; and Swan, ].E. Trust earning perceptions of sellers and buyers.
Journal of Personal Selling and Sales Management, 9, 1 (Spring 1989), 1-8.

31. Hoffman, D.L.; Novak, T.P.; and Peralta, M. Building consumer trust online. Communi-
cations of the ACM, 42, 4 (1999), 80-85.

32. Hu, L., and Bentler, PM. Fit indices in covariance structure modeling: Sensitivity to
underparameterized model misspecification. Psychological Methods, 3, 4 (December 1998),
424-453.

33. Jarvenpaa, S.L.; Tractinsky, N.; and Vitale, M. Consumer trust in an Internet store. Infor-
mation Technology and Management, 1, 1-2 (2000), 45-71.

34, Jin, L., and Robey, D. Explaining cybermediation: An organizational analysis of elec-
tronic retailing. International Journal of Electronic Commerce, 3, 4 (Summer 1999), 47-66.

35. Kambil, A.; Nunes, P.F.; and Wilson, D. Transforming the marketspace with all-in-on
markets. International Journal of Electronic Commerce, 3, 4 (Summer 1999), 11-28.

36. Kim, E. A model of sustainable trust in B2C e-markets. In D. Strong and D. Straub (eds.),
Proceedings of the Seventh Americas Conference on Information Systems. Atlanta: AIS, 2001,
pp. 804-809.

37. Kimery, K.M., and McCord, J. Third-party assurances: mapping the road to trust in e-
retailing. Journal of Information Technology Theory and Application, 4, 2 (2002), 63-82.

38. Kline, R.B. Principles and Practices of Structural Equations Modeling. New York:
Guilford Press. 1998.

39. Laroche, M.; Chankon, K.: and Lianxi, Z. Brand familiarity and confidence as determi-
nants of purchase intention: An empirical test in a multiple brand context. Journal of Business
Research, 37, 2 (October 1996), 115-120.

40. Lee, M.K.O., and Turban, E. A trust model for consumer internet shopping. Interna-
tional Journal of Electronic Commerce, 6, 1 (Fall 2001), 75-91.

41. Lewis, 1.D., and Weigert, A. Trust as a Social Reality. Chapel Hill: University of North
Carolina Press, 1985.

42, Limayem, M.; Khalifa, M.; and Frini, A. What makes consumers buy from Internet? A
longitudinal study of online shopping. IEEE Transactions on Systems, Man, and Cybernetics,
30, 4 (July 2000), 421-432.

43, Lindskold, S. Trust development, the Grit Proposal and the effects of conciliatory acts on
conflict and cooperation. Psychological Bulletin, 85, 4 (1978), 772-793.

44. Luhmann, N. Trust and Power. Ann Arbor, MI: University Microfilms International,
1991.

45. Lynch, P.D.; Kent, R.J.; and Srinivasan, S.S. The global internet shopper: Evidence from
shopping tasks in twelve countries. Journal of Advertising Research, 41, 3 (May—June 2001),
15-23.

46. Mathieson, K. Predicting user intentions: Comparing the technology acceptance model
with the theory of placed behavior. Information Systems Research, 2, 3 (1991), 173-191.




218 PENNINGTON, WILCOX, AND GROVER

47. Mayer, R.C.; Davis, J.H.; and Shoorman, ED. An integration model of organizational
trust. Academy of Management Review, 20, 3 (1995), 709-735,

48. McKnight, D.H., and Chervany, N.L. What trust means in e-commerce customer rela-
tionships: An interdisciplinary conceptual typology. International Journal of Electronic Com-
merce, 6, 2 (Winter 2001-2), 35-59.

49. McKnight, D.H.; Choudhury, V.; and Kacmar, C. Trust in e-commerce vendors: A two-
stage model. In W. Orlikowski, P. Weill, S. Ang, H. Kremar, and J.I. DeGross (eds.), Proceed-
ings of the Twenty-First International Conference on Information Systems. Atlanta: AIS, 2000,
pp- 532-536.

50. McKnight, D.H.; Choudhury, V.; and Kacmar, C. Developing and validating trust mea-
sures for e-commerce: An integrative typology. Information Systems Research, 13, 3 (2002),
334-359.

51. McKnight, D.H.; Cummings, L.L.; and Chervany, N.L. Initial trust formation in new
organizational relationships. Academy of Management Review, 23, 3 (1998), 473-490.

52. Meyerson, D.; Weick, K.E.; and Kramer, R.M. Swift trust in temporary groups. In R.M.
Kramer and T.R. Tyler (eds.), Trust in Organizations: Frontiers of Theory and Research. Thou-
sand Oaks, CA: Sage, 1996, pp. 166-195.

53. Mishra, A K. Organizational responses to crisis the centrality of trust. In R.M. Kramer
and T.R. Tyler (eds.), Trust in Organizations: Frontiers of Theory and Research. Thousand
Oaks, CA: Sage, 1996, pp. 261-287.

54. Miyazaki, A.D., and Fernandez, A. Internet privacy and security: An examination of
online retailers disclosures. Journal of Public Policy & Marketing, 19, 1 (2000), 54-61.

55. Morgan, R.M., and Hunt, S.D. The commitment-trust theory of relationship marketing.
Journal of Marketing, 58, 3 (1994), 20-38.

56. Nooteburg, A.; Christiaanse, E.; and Wallage, P. The role of trust and assurance services
in electronic channels: An exploratory study. In P. De and J.1. DeGross (eds.), Proceedings of
the Twentieth International Conference on Information Systems. Atlanta: AIS, 1999, pp.
472-478.

57. Rousseau, D.M.; Sitkin, S.B.; Burt, R.S.; and Camerer, C. Not so different after all: A
crossdiscipline view of trust. Academy of Management Review, 23, 3 (1998), 393-404.

58. Schurr, PH., and Ozanne, J.L. Influences on exchange processes: Buyers' preconcep-
tions of a seller’s trustworthiness and bargaining toughness. Journal of Consumer Research,
11, 4 (1985), 939-953.

59. Shapiro, §.P. The social control of impersonal trust. American Journal of Sociology, 93,
3 (1987) 623-658.

60. Sheppard, B.H., and Sherman, D.M. The grammars of trust: A model and general impli-
cations. Academy of Management Review, 23, 3 (1998), 422-437.

61. Sitkin, S.B., and Roth, N.L. Explaining the limited effectiveness of legalistic “remedies”
for trust/distrust. Organization Science, 4, 3 (1993), 367-392,

62. Tan, Y.H., and Thoen, W. Toward a generic model of trust for electronic commerce.
International Journal of Electronic Commerce, 5, 2 (Winter 2000-2001), 61-74.

63. Taylor, S., and Todd, P.T. Understanding information technology usage: A test of com-
peting models. Information Systems Research, 6, 2 (1995), 144-177.

64. Venkatraman, N. The concept of fit in strategy research: Toward verbal and statistical
correspondence. Academy of Management Review, 14, 3 (1989), 423444,

65. Zucker, L.G. Production of trust: Institutional sources of economic structure, 1840—
1920. Research in Organizational Behavior, 8 (1986), 53—111.




THE ROLE OF SYSTEM TRUST IN BUSINESS-TO-CONSUMER TRANSACTIONS 219

Appendix A. Layout of Online Experiment Web Pages

THE WEB PAGES IN FIGURES A1, A2, AND A3 (pages 1, 2, and 3) are the first introduc-
tory pages seen by the visitor. These pages give basic information required to proceed
through the experiment.

Between the second and third pages exists a randomizer. This function generates a
random number and then uses this number to select one of the 16 possible treatments.
This step is transparent to the user.

The 16 treatments are comprised by the vendor having either no reputation (seen in
page 5) or a strong reputation confirmed by a Wall Street Journal article (page 6).
Each treatment within these two groups has some combination of presence or ab-
sence of a seal, rating, and/or guarantee. The case of all three present is shown in page
4 (Figure A4). Page 7 is the case of none present.

One sentence of page 3 differs slightly for treatment to avoid confusion in having
the user searching for features not present in a particular treatment. This sentence
directs the user to click for information on the vendor, seals, ratings, and guarantees.

From the base vendor page (4), the user will click on either the vendor logo or the
hyperlink to view the reputation page (either page 5 or 6). Clicking on any seal,
rating, or guarantee will present the user with associated information. The “Continue
with the Survey” hyperlink opens the survey instrument in a new window. The ven-
dor pages remain available to the user at all times.

Page 5 (Figure AS) represents the “high reputation™ page as established by a Wall
Street Journal article presenting a brief history of the vendor and basic financial
information.

Page 6 (Figure A6) is the “no reputation” page as established by a statement from
the vendor.

Clicking the BizRatings ribbon (Figure A7) will display a page presenting informa-
tion about the BizRatings program and a sample BizRatings profile.

Clicking the Better Business Blue Ribbon logo (Figure A8) will present the Better
Business certification for this vendor and information regarding the standards that
must be met by a vendor to receive a certification.

Clicking the Vendor Guarantee button (Figure A9) presents the user with a state-
ment from the vendor concerning the policies regarding security and privacy as well
as a satisfaction guarantee.

Page 7 (Figure A10) is an example of a treatment that does not contain either a seal,
rating, or guarantee. Notice, however, that the reputation link is present on all pages.
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Survey Site for

|
I
Electronic Commerce Purchasing |
|
at ‘

Dep of Manag ol
The Darla Moare School of Business
University of South Carolina

Robin Pennington & Dixon Wikcox

We are asking you to paricipate in owr study on purchasmg from vendors by means of electronic
commerce over the Internet. The study should require no more than 15 minutes to complete. After
completing the survey you will be given the opportunity to receive from us a summary of our results and
achance to enter a drawing for a package of office supphies vahied at 5150 You must be at least |8

years old to participate

<>

®

Figure Al. Page 1
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We are asking you to participate in our study on Electronic Commerce purchasing During the next few
minutes you will be asked to view a page from an online vendor of home electronics (see note below)

Assume that you are a consumer in need of a new DVD player and that you have decided to purchase the
product from aa online store. After shopping around you have decided on a Sony DVD-S530D, a mid-range
DVD player both in price and features and you have Jocated tus product st an online vendor, Better Burys,

Inc You have determined that Better Buys offers this product ot a price compazable to or below that of other
vendors that you bave checked

In a moment we will show you a web page for the Sony DVD selected as it is offered by Better Buys on ther
web site. Please take a minute to carefully observe the page before proceeding Following the vendor's web
page we will be asking you some questions about a possible purchase from this vendor  The questions will
cover arens concerning onbine purchasing mchiding

« The fikelbood that you would purchase from this vendor
» The extent to which you are comfortable doing business with this vendor
» The extent to which you feel that you are taking a risk with this vendor

Click "Continue” to proceed with the survey

Note: Better Buys and its logos were created for the purpose of this research. There 1s no connsction with any actusl

vendon of this name
( Continue ,

©)

Figure A2. Page 2
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‘When observing the web page please keep in mind that you are evaluating the vendor, not the
product. Chicking on the vendor name will give you important sformation about the store. Information sbout
the seals, ratings and vendor guarantees/statements that are present on the page can also be clicked to receive
further mformation regarding thers. Please click om each of the above ioned items before p di
beyond the vendor page.

The questions that follow the vendior's web page should take you sbout 15 mimutes to complete At the end of
the questions you will be asked some demographic questions that will assist us in our research. Your

P in this study is We will be gathering some information regarding your personal
ideatity iz order for you (o receive 3 summary of the results of the survey and to register for the
drawing. This imformation will in no way be connected with your responses.

After examinmng the vendor web page, click “Continue” to proceed to the questionnaire

Chek "Continue” to proceed with the survey

Continue

®

Figure A3. Page 3
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About Our
Company

HomMmE ELECTRONICS

Sony DVD-S530D - 328378

Plays DVD Video

Plays CD Digital Audio

Plays Video CD

Precision Drive System

SmoothScan 32-bit RISC Processor

10-bit, 27 MHz Vides DAC

4.Tap Letterbox Conversion

SmoothScan High-Speed Search For./Rev.: Adv
96 kHz, 24.bit Linear PCM

Dolby Digital 5.1.Channel Processing: Built-in
Dolby Digital Setup Controls

DTS Digital Qutput

Multi Brand TV Remote

!
X

.

.

. Continue with
the Survey

\/

Figure A4. Page 4




222 PENNINGTON, WILCOX, AND GROVER

-0 WA PHee 26 - 8= y-°

215 8 well established retader of home Weh : -
- rs from ou stores for over 35 years
L TTREN
vou may be a new customer 1o Better Buys we have excerpled a short

idescription of the company from a piece in the Wall Street Joumal eavker this year
About Our ko introduce oursehves to

i L¥ i3
Company

BERATINGS 9:17 am. EST, Thursday, March 9, 2000

What's News—
..
Business and Finance
wibhe® 5| Better Lo
}-;.._ » m-m:,l:‘ﬂ F;;ulm
sellng home apphances

nd electronics m 1951, Some of the
brands that are sold by Better Buys
have been on the market for over 70
years. Last year, its sales topped $600
million U S. with a 7% mcrease over
1998, The recent expansien mio
Europe1s expected to merease sales
revenue by ever $70 milbon US. thy

Coafinue with year. The company employs over
v 2,500 people = 100 stores i the 'S
the Survey and 3 in Europe backed by 4 regional
distribution wetehouses. Corumer

Repores bas named Better Buys as

ont en Amenica's top 100 corporate
citzens. Better Buys executives have
e 8 major force in

supperting ndustry-relaied studies w
magor umversites mn the US

contibuting more than $1 milhon per
yeario support research. In addition,
Better Buys contwmes to contnbute

more than 52 millon per vea to
chastable causes.

. e &

Figure AS5. Page 5
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Better Buys Inc , is headquarterad in Topeka, Kansas. Better Buys curenty
operales four retal stores in the region.

Better Buys appreciate your interest in our products and services. We
are proud of the products we offer, and are committed to providing you with
aftention to your needs

BIZRATINGS Our experienced staff has depth, talent and the knowledge to help guide your
s i purchasing search, and give you the advice and perspective that will help you
to select the best merchandise for your needs

BT mesens Better Buys is anthorized for all major of video and audio
R equpment We have been in business for over 18 years, and are recogaized
B, b as amajor business force in owr consumer electromics mdustry

[pepemin
We look forward to the opportunity of doing business with you, and hope to
hear from you soon.

Better Buys

Continne with
the Survey

®

Figure A6. Page 6
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e -
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About Our
Company
— BIZRATINGS
CONSUMER APPROVED
BIZRATINGS Bizratings provides ratings of vendors based on surveys of previous customers of the vendor Collection of customer feedback and
the calculations of the ratings based on the feedback are doue by Bizratings, an independent vendor rating orpanization  The vendor
bas no input into these ratings. Ratings are presented in the form of stars, with a § star rating being the maxinum attainable. Below is
fr—— the Birrating consomer rating for Better Buys, Inc
*h.&-' ETEEE—————
. :Customer Certified Ratings}
abed by 1,008 customers as of 82900 |
ovarall rating Y
sase ol ordening Rl
producl seleclion FrfAfy: |
product information fdrkdss |
price Rdrideds
websile rirdrirdr
Continue with on-time delivery :ﬁgg |
S " roduct representalion 4
the Survey P iomecast A |
privacy policies |
shipping & handling A i
A

Figure A7. BizRatings
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-
B attGar Better Business Blue Ribbon Seal of Approval
TR Participation Confirmed For Better Buys, Inc.
About Our Participant through April 30, 2001.
Company
BETTER Business
BERATINGS % W
e SEAL OF AFPmovAL
e B
_,,* R Better Buys, Inc. meets all Setter Business Blue Ribbom participabion standards and is authorized to display the Better
Business Blue Ribbon seal of oval.
‘ ot appr
—T— This Better Business Blee Riblon sesl of spproval, and the commitments that this seal signifies. partain only to Better Buys, Inc.. The seal doss
NOt pantain to BNy OIGANIEALGAS that may be listed, festured or sdvertised on this webaste
Standards for Better Business Blue Ribbon Program Partidpation
To use the Better Business Blue Ribbon seal of approval, companies will be required to:
Continue with
the Survey « Bacome a member of the Better Business Program;

* Provide Better Busmess with information regarding company ownership and management and the street address and
telaphone number at which they do business, which will be verified by Batter Business in @ visit to the company's
physical promises;

« Be in business a minimum of one year (with bmited excepbions);

* Have a sabsfactory complaint handiing record with Better Business;

» Agree to participats in the Better Busmness's advertising self-regulation program, and correct or withdraw onling
advertisng when challenged by Better Business and found not to be substantiated or not in compliance with our
children’s advertsing guidelines;

* Respond promptly to all consumer complants;

* Agree to binding arbitration, 3t the consumer's request, for unresolved disputes involving consumer products or
sarvices advertisad or promoted onkne.

]

Figure A8. Better Business Blue Ribbon
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Batter
R
Security / Privacy
About Our How do | know my transaction is secure?
QQ'!L!!E At Better Buys. Inc. you can be assured that your personal and account information is secure VWe employ the latest 128-bit encryption

technology in cooperation in all parts of our site that require you 1o provide your personal or account information We da this 1o protect you
from unsuthorized use of the irfoimation you are sending Lo cur server, We employ multiple techniques to sasure security including frewalls
and SSL SSL (Securs Sockets Layer) or SSL encryption is an industry-standard secunty protocol that transmits users’ personal o cradi
card refated information securely and prvately over the Intemet. SSL provides data prvacy, dats suthenlication and message prvacy

What is our privacy policy?
BIZRATINGS At Better Buys. Inc . we value our customers and their prvacy All parsonal information is used 1o ensars eficient processing of your order
This infarmation is used by our staft for contacting and identifiing cusiomers and thesr needs. Unsolicited. "spam™ madl (s not sent to Bafter
Buys, Inc customers A monthly E-mail may be sent to our customer's listing our curent specials and new additions 10 the Better Buys
Inc website At anytime. a cusiomer may subscribe ar unsubscnbe from this list. Better Buys, Inc. does not accept responsibiity for
m—a—— infarmation and actions by third party individuals who have receved information from the customer's dicectly

el

(SR

-@

Continue with

the Survey What is the return policy for computer software and technology solutions?

In addition to the manufacturer's wananbes Better Buys. Inc s committed Lo your complete ssusfaction! Many of the software items can be
retumed within 30 days by acquinng & Return Authornzation number and packageng instructions. The retum i subject ta 3 15% restocking
fee The following tems are non-retumable unless defectve (within 30 days) special orders, furniture. hardware, netwark versions. site
ficenses and products contained in 3 license agreement envelope that has been opsned. All retums must be in resaleable condition

100 Percent Satisfaction Guarantee

‘What if | don't like the product | ordered when it arrives?

Better Buys, Inc. guarantees your 100 Percent Satisfaction on all of our products! We guarantes your complets satisfaction with the product
ondered, safe armal of your arder and prompt, courteous, hassle-free assistance Each item in svery order is insured aganst loss or damage
A nominal 52 93 insurance charge (opbonal) appears on your invoice. Any products that do not maset your approval may be exchanged or
raturned for cradit within one year of invoica. If you are not completely satisfied with any item we will send UPS to pick it up. (Computer
hardware and software are an exception )

Figure A9. Vendor Guarantee
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About Our
Compamy

Continue with
the Survey

Sony DVD-S530D - $283.78

« Plays DVD.Video

Plays CD Digitsl Audio

Plays Video CD

Precision Drive System

SmeathScan 32.bit RISC Processor

10-bit, 27 MHz Video DAC

4.Tap Lenterbox Conversion

SmoothScan High-Speed Search For./Rev.: Adv.
96 kHz, 24-bit Linesr PCM

Doiby Digital 5.1.Channel Processing: Builtin
Dolby Digital Setup Controls

DTS Digital Output

Muiti-Brand TV Remote

Basktotop

@ Last revised: 10222000

Figure Al10. Page 7
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