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The Role of Cue-based Trust for Trust Building in e-Commerce
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ABSTRACT

As Internet shopping is getting popular, “trust” has become an important factor for
customers to select websites and have repurchase intention. “Trust” has been developed
from uni-dimensional concept to multi-dimensional concept in e-Commerce area. From
the multi-dimensional viewpoint, this study is to investigate the processes to build trust
for online stores. For this purpose, this study classifies the concept of trust into
cue-based trust and experience-based trust, and then investigates their relationship in
online stores. This study also identifies factors that explain cue-based trust and ex-—
perience-based trust. The result from questionnaire survey distinguished cue-based trust
from experience-based trust and both trust concepts are correlated each other. Second,
cue-based trust is explained by perceived size, perceived reputation, and return policy,
while experience-based trust is done by navigation, information usefulness and in-
teractivity.
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