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The Effects of Intermediary and Site Characteristics
of a B2C E-marketplace Upon Trustworthiness
Factors and Trust

Hwihyung Cho" - Ilyoo Hong™"

Abstract

Trust is becoming one of the critical forces that drive consumers into purchases in e-marketplaces,
as consumers face uncertainty associated with buying online from unknown sellers. In this paper we
propose a consumer trust model specifically designed for an online marketplace. It aims at examining
how intermediary and site characteristics of an e-marketplace affect factors of trustworthiness, and un-
derstanding the relationship between trustworthiness factors and trust in intermediary. Findings from an
empirical analysis indicate that both intermediary and site characteristics are positively associated with
factors of trustworthiness — namely, competence, integrity, and benevolence. In addition, all the three
factors of trustworthiness were found to have positive relationship with overall trust in intermediary;
in particular, integrity had higher association with trust than the other two factors. The paper concludes

with suggestions for building consumer trust for the owners of online marketplaces.

Keywords: Internet Shopping Mall, e-Marketplace, Consumer Trust, Trustworthiness
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