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ABSTRACT

Trust is recognised as the construct that makes societies function; not only this but it is understood to be
the eément that makes them successful, wealthier, healthier and wiser. A problem of the trust construct is
that, despite its perceived importance on facilitating modern life, it remains a subject that lacks consensus

on its definition.

Within literature, whethe construct of trust is applied to the Web context, there is further confusion as the
construct being referred to as trust in actual fact referring to the construct of confidence. This confusion led
to the research in understanding trust and confidel¢eb behaviour. In addition tesearching the-li

erature, the diasstudy interview method was usetht@stigaténto how the constructs of trust and€o

fidence fudtion on the Web. The diary study was designed to act as an observational ethedramuch

in doing so would identify tlvehatand howparticipants used the Web, with the felipninterviews»e

tracting thavhy

When taking the commncept understanding of trust (as developed within this thesis), it shows there to be
a disparity bateen trust and its applicability to the Web. The study further supports this view, and from
this emerges the key finding that Web interactions are facilitated and driven by conditiense

Confidence is the construct that drives the Web; whattengnd influences the behaviour of its users.
Secondly, and more crucially, confidence is a construct that cannot be created on the Mieis per se
shaped by amdividuad worldview (optimistic / pessimistic), their disposition to risk, their tultura
tendecies, their personalities, all of which are factors that are influerened tmyilt up opreatworld
experierwes.Put simply confidence is created through-veald experiences and ittle reatworld ati-

tude of anndividual that is carriegver togovernthe nature oftheir Web interacti@n
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1 TRUST, CONFIDENCE AND WEB
BEHAVIOUR

1.1 BACKGROUND

This wok is centred upon the social constructs of trust and confidence and how they influenceian individ

a | O sbhehaieobr. It is not a manual on howdbi@ve or create trust dre Webit is focussed more on

what trust actually is and hdvf at alld it impacts upop e o p | e 6 s WEhbthebieworksvta e u r

ify the cloudy understandingtbé trust constructand the understanding of trust on the Wdtiswork

can be used by those wantintor eat e trustd or mer e toyide athatodghr st and
andcomprehensiviasight into the concept, how it is developed and how it functions.

This research is concerned with understanding whether it is actually the construttiatfexists and

operates on the Wetr whether it is a ogoarable construct commonly misconstrued as representing trust,

i.e. confidence, familiarity, or indeed cooperation. Whilst this may initially present itself as little more than a
semantic argument, it does c arothing irssodpty wdrks withautt wei g
trust. It is the foundation of communities, commerce, dem@ceagye r yt hi ngd ( Schnei er
and continued growth of tMéebhas enabled communit{®alenzuela et al. 200@)mmercéHernandez

et al. 2010; Grandon et al. 204l democrady.atimer 200%p exist online as well as offline. Sonto u

derstand how, or even if, these elements of trust ai¢etiiateract, helps us better understand whether

trust impact&Vebuse, and if so, to whextent.

One of the principal drivers behind this research is the lack of consensus and understandingtwithin the i
erature of how trust works on the W@taddeo 2009Yrust, as is explained within this study, is anincred

bly complex and influential construct, yet remains one that is often misdirected, taken for granted, taken on
face value and commonly misunderst@mhnolly 2007)n other wordsthe neaning of trusis usually

sold short. Taking this approach toward understanding trust and then applyingNfetoctreext ills-

trates why there is a lack of consensus within muchWetieust literature, as well as explaining why it

often attemptso offer unrealistic solutionshiarnessing trust on the Web

Taddeo (200 9)omed ihelitesature has dertiellt &rust inddigital environments may ever

occur . This position rests nhatitreeds tbes lmsedgntdiiectn t hat
physical interaction, whi ch of theeeasunuchditeratuoeevghinnot e x
the information systems fi@ddncluding that of Taddeo (20@hat supports the notion that trust can

and does»xst onlingBecera & Korgaonkar 2011; Tang et al. 2012)
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Trust involves risk, and the idea is often taken that by taking steps to reduce or even eliminating risk within
the online environment would, theoretically at least, lead to trust. However, thisirdeiteigwhat
trust is aboutNissenbaun{2001)challenges this idea of achieving trust online through the use of security
measures and techniques. The premise éxatedoossibly still doéghat trust is about uncertaintyl{F
kuyamal995) and removing this uncertaintytenWebthrough the use of security features will in turn
create trus{Toufaily et al. 2013; Gefen 2008he argues that, althougteats of this are true, there are
many more peculiarities to the treststructbeyonduncertainty and rigkat require consideration. In
other wordsbytaking a slither of what trust is and meeting its need does not automatically create trust.

The renainder of this chapter will devetapthe above, will set the boundaries for the study, will outline

the aims and objectives and will guide the reader though the remainder of the thesis.

1.2 SETTING THE BOUNDARIES

There are two certopics within this workhe concepbf trust and thesubject of the World Wide Web,
these are briefly outlined in the below subsections.

1.2.1 WORLD WIDE WEB

The World Wide Web is the foamf¢he study, not the Internet within whtble Welresides. As it can be

a challenge to dedm the Web without discussing thelngt, there are sections in this thesis that work to
explain the history of both, and in doing so, outline the difference between(tee tGlvapter . Rather

than looking at the entire Internet arértae hardwas, network infrastructures, systems,deitcis fo-
cussed on the waipews s drhalhe Wed is khegait bf ghe Internet that is

used to stay in contact with others, to make purchases, to pay bills, to check accolints, tolkia

rate, to find information, play games, make connections and transact with public aodypnisatons
Throughout thesS literature, not only are the terms of the Internet and World Wide Web used ierchang
ably, but numerous labels applied to it, for instance www,eb |, 6net , cyberspace,
highwaythevirtualworld andthe online worldThroughout this thesike Internet will be phrased cotrec

ly as thednternetiand the World Wide Web will béereed to withirthethesisas h e .6 We b 8

1.2.2 TRUST

It was largely unanticipated by the author that the concept of trust was such a vast, complex iand extraord
narily rich construé and one that has no agreed definition. The literature shows a lack of consensus with
regards tavhat it is what it meanand all its inherent peculiarities. There are suggestions that individuals
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can trust in institution&Gronlund & Setala 201 brganisation@<ramer 1999)governmentéBélanger &

Carter 2008gnbstract systems (Giddens 1990), information (Warrerob#93and much more besides

Conversely, other authors (Offe 1999; Seligman 1997; Putnam 1993) agree that trust is something that can

only legitimately exist between people, due not only to the nature of trust itself, but due to some of these

peculiarities and ala&teristics that ademown to exist withirtrust, e.g. reciprocitgnd benevolence

Nissenbaum (200&)x pl ai ns t hat ©6in a reciprocal relationshi

ends, but because each of us holds theffatkers in our hands in a manner efatittat. This may occur,

for example, when people are taking turns. The agent whasestiirst deals fairly, r@bly, or responrs

bly with the other because soon the tables will b

Within thisthess, as opposed to discussing trust from a system, government, organisationahecontext
author will be researching the core epnof trust from the ground upnderstanding what trust is in its
purest sense should, in theory promote an understangihgtdf is in other contexts and whethee-t r

mains valid, in addition to allowing the possibility to compare applications from other disciplines.

1.3 WEB TRUST

This section provides a brigferview othe importance of thé/ebas well as the significanédrost to a
modern society.

1.3.1 THE IMPORTANCE OF THE WEB

The crucial aspect that makesWwb environment so important today is its ubiquity. Looking into the

history of thdnternet and th&ebover the last thirty years shows that it has emerged $eriasaof o-

anticipated development ideas andlects (Ryan 2010) and was in largefpare | | ed by t he 6cl
trait of deep impatience of & h(iSggaltlhart dON&HB)t wor

Not only have the technical and hardwaxeldpmenthave enabletthe Webto grow in capacity and-c

pability,( O Nei | | 199 5;utRytahre 200ulsCe)f ul nessd of weitch of t
forward. 6The widespread diffusion of the PC and
to the diversity in consumers has (CQuerdings &Kraat r i ch s

2002) Irrespective of whether the task is mundane, such as completing government forms, paying bills, o
dering groceries, or the mamgolving, socialemerg of gaming, gambling, streaming movies, aped kee

ing in touch with friends, there are very few aspects of society Watbtiv@s not able to touch. It has
become crucial to the economy and now even considered crucial to the so€ids luses's (Qi2009;
Qualman 2012)
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1.3.2 THE IMPORTANCE OF TRUST

Some of the reasons why trust is considered important have been touched upon in the earlier section; trust
is understood to affect everything in society. Not only this, but it is put forward that it ik @enmeia

nent to creating successful societies (Fukuyama 1995; Putham 1993), thosecétidicafiénack &

Keefer 1997)better educatg@riandis et al. 1988nd even healthi@ohen et al. 1997} contributes

positively to ourvies Uslanerl999), this is what trust does.

How does it manage to achieve this? Otieeatentral aspects of trusthiat it is understood to be a tool

for decisiomaking (Luhman 1990). Mre specificallyrustworks to reduce uncertainty and caxipy

in a situation of risk (Seligman 1997). Rather than considering and analysing every conceivable outcome
associated ta particular decision, we nudpose to trust. Trust is a tentative and intrinsically fiegile r

sponse to our ignorance, away gficong wi th o6the | imits of our for e:
(1995) points out, O6it i s not singlathoice thaylmake miife.peopl e
thiswere true, auives would be consumed in decisions over the smmaltests.

6Trust facilitates cooperation and success Wwithin
encouraging activity, bol dness, adventurea and cr
tionships with othe@gNissenbaum 20014lthough this sounds incredibly utopian and idealistic, deeper
investigation into trust shows that the outcomes of a trusting society can produce such things, and greater

things beyond.

Thisresearch takes the idea that trust is a tool for danigldm in a situation of risk (Seligman 1997),
and working from this, further elementswemgackedn order to get to a core concept and understanding
of how it operategirust is a judgement made upon two key ele@pripensity to ansiperceived tmast
thinesd and onehat is made in a situation containing an array of peculighigethesis proposes that

trust can be perceived as a process of:

- i) Disposition to Trust: Thiscalbe under st ood (Hdsteded380)m déffecd e t o r |
this is recognised as the general willingness of an individual to trust. Propensity to tgust is reco
nised as being developed, shaped and influencedul®;, soitiety, experiences as well as factors
such agemperament in the form @iptimism and pessimism (Fukuyama 198&iner1999;
Luhmann 1990).

- i) PerceivedTrustworthiness: This refers to an assessmersaf ot h e r (knovenrosuw n 6 S

known) expeed behaviour (Gambetta 1990). It is done by considering the competence, integrity
and benevolence tifis person and drawiegnclusioa abouthow trustworthy they are likely to
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be given the specific contéitere is a debate that trust can only exisebatpeople, not organ
sations or objesithis isexplainednore comprehensively ihd&pter 3

- iii) Peculiarities of Trust: For a decision to bdeemediriven by trust, inherent tq it a specific
set of peculiarities thaistinguisla trust decisiofiom one founded on a similar construct such as
cooperation or confidence. As well as involving the above two aspects, within trust, thlsge must
for example, be a possibility for exit, betrayal or defection (Gambetta 1990) or that there are no
guararged outcome or measures of prote¢éaams 2005)

Put togetherthe process (gonsiders how trusting an individuafiishow trustworthy they perceive- a
other person to be within a given context, and lastly, for this decision to be charadrerssédiiyre-
quireshe presence efrbus peculiarities, most of which are focussed around risk and vulnerability.

1.3.3 THE IMPORTANCE OF T RUST ON THE WEB

The literature into trust on the Web is predominantly focussed on B2C eCommerce trust (8hneiderma
2000; Corbitt 2003; Connolly 2007; Becerra & Korgaonkar 2011) with little concern for how-trust infl
ences other Web exchange relationships such as social networking, online gambling, email, etc. Within the
literature the onus is not on understandirgdgbning trust, as the idea of trust is largely taken for granted.

A factor that adds further confusion to an already misunderstood concept.

With communication, commerce and many aspects of our social lives from friendships to relationships now
taking place othe Webthe aspect of trust should be just asim@mmb, and just as crucial to the success of
it. If it is trust that makes society function (Fukuyama 1995), makes people eodeeciarageacti

ty and risk takin@Nissenbaum 200tt)en the Wehmnust surely operate on the same rules?

Some authors have argued thatsuccess of thWebhas been built on the basigrast, and more or
cially that it woul dnot (Getendtalr2Q08; Blanohard et al.\20li¢i t hout
more trust there is online, the more pedkin to the offline comparison to societies and communities

(Putnam 19®) 6 will get involved and take patrt.

Therefore, the same instances of how trust influences life in the offline world, should alige@tiue

so if people hold minimal amounts of traskow propensity tq tinest their interactions and useshef

Webwould be expected to be equally as cautious, considered and kept to a minimum. The damaging, or
negative aspect of this emerges by drawing the comparison to the offline world, where those with a low
propensity to trust have a hindered capadjisosper or succeed, as cooperation between unknown others

is severely restricted when trust is low, therefore limiting any potential benefit that can arise from such an
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interaction(Gefen et al. 2008slaner2002; Fukuyama 1995) | f peop | eNeldthem@ great r u st
resource will be wast@dissenbaum 20Q1his issue isgtussed in greater detalCiapter 3.

Although the connection tweeen trust and Web use seemshe surface at ledstbe indisputable and
|l ogical, the |itala@anedeciomsorucastcaasba &ekando

Elements of the research point to the idea that it is the similar dec#diong construct of confidence that
supports Web use, not trust itself. Two ideas that support this view and challenge the concept that trust
exists online, are:
a) 6 Conf i de n ctationiokcompétence eardptrast is the expectation of goodwill and benign
i nt ¥ambgishi & Yamagishi 1994)
b) There can be no guarantees within trust; it is a leap of faith where there risks involved cannot be
countered or mitigated from. Trust requires pdrsprrson interaction whereas confidence can

be keld in persons, systems, objects, governments, etc.

It is for these reasofsand others besiddshat the author was motivated to carry out research to not only
understand how trust influences Web behaviour, but before that, to understand Wsivehiemstruct

of trust actually is, what it does, how it is developed and how it is used.

1.4 PHD JOURNEY

As with many research endeavouiis,RhD journey has been subject to change and alteration as the time
has marched on. At the outset, the origmghise was to investigate the developmeQioohmerce trust

with the intention of creating a set of heuristics used to engender trust. The contribution to research, as well
as to commerce of such atoolwafdr om t he aut hableastbbe geemed aluablé and/ i e w

have demonstrable impact.

The appeal of this area steed from an early interest inoe@nerce since the dadm bubble, as well as
previous work that researchébmmerce interface design and usability (Makan 2004). Trust was unde
stood to be the central facilitator of electronic commerce as the notion was carried that it coald not fun
tion without trust, let alone succébttKnight et al. 2002QIthough this was a commonly held \éew

(Araujo 2003; Corritore et al. 2001; Egger 20@0¢ work was put towards understanding the concept of

trust or whether it could exist tre Web Researching into trust alsasiilates an equally confused view,

with no consensus on definition (Cvetkovich and Lofstedt, 1999), but a strong agreement on the view that
trust is vital within a society as it affects everything in some way, shap€Suhioerer 2012; Fukuyama

1995; Nkztal 1996; Gambetta 1990).
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Once theresearch started to take shig@edirectionbegan to alter as more current, yald arguably,

interesting areas became apparent. The research remained firmly on the arena of trust, but as opposed to
being confiad to €ommerce, the decision was made to take a broader approach and look at trust across
the wider field and how it works to influeidéebbehaviourAlthough eCommerce remains a central pillar

in the Webcontext, the massive shifts in personal and sotiize activities are areas that cannag-be i

nored. Despite this, trust in relation to genied usaés underresearched, and it still remains that most

focus igdedicated to trust and eCommerce activities.

A conscious decision was made to re#irictesearch to social, domestic and pleasure uses\shthe

only, to not only narrow the scope and create a more manageable strategy, but principally ad-it removed e
ements opotentialbias from the study. Social, domestic and pleasure usesVebtie considered as

those that are open to the u8pessonal preference, rather than being guided by a workplace @&- study r
quirement. This approach has the potential to create a more robust piece of research as it relies solely on the

choices of the indduialsnvolved

If the notion is carried forward that muchWéébrelies on and is influenced by the trust construct, then a
greater understanding of what trust actually is and how it functives\Wgehis imperative. As opposed

to taking the construet face valuéConnolly 2007)effort should be put toward understanding the core
concepts of trust, working toward clearing through any misconceptions to arrive at a firm understanding.
This understanding of the construct can then be appliedeboontext to see the influentd anyd it

has upomuserbehaviour.

1.5 RESEARCH AIMS

There is one central question that the resaanshto address. In addition to this therdoaneains and

three objectives that emerge from the overall investigation.

The research question istwderstand trust and confidence and how they work on the Web

There are two initial aims of the research, these are:
- To gain an understandingrisk,confidenceand trust
- To understand how these constructs work ikieleenvironment
A third and fourthaim that was developed during the course of the research

- Develop a model of confideraned model of trust

- Consider how kb the above models relate to Web use
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The djectives of the research:are
- To identify key aspectsWebuse for social, domestic and pleasure
To identify the relationship between,riskfidenceand truseind how they relate to one another
To investige the significance of rigonfidence and trusith regards tWVebuse

1.6 METHODOLOGY

The methodology was selected usingettteniques of Crotty (1998),effectively outlining four keyeel
ments that, if followed, facilitate a solid foundation faresearch, ensuring that the research answers the

gquestions demanded of it.

The author supports the view that the accuracy and validity of an IS research project are directly related to
the research approach and design that has been adopted. Withstattus, ithe process involves four

stages of identifying tlepistemo)dabgoretical perspentittedol@gy then finally the specifitethothat

will be used to shape and guide the data gathering and analysis phase.

Epistemology: Of the three ce epistemological perspecti®asbjectivism, construotiisn and subje
tivismd the author is adhering to therspective afonstructionismThe premise behind this effectively
means that we subscribe to the belief that our knowledge of the trutls &mergeit engagement with
the realities in our world (Burr 1995)

Theoretical PerspectiveOf the three central IS perspectiigmsitivism, interpretivism and criticad r

searchd the authorlignsto the ethos of interpretivism, rather than the riggatsic views of positivism,

wheeby ©6individuals and groups construct their owl
Bryman (2005), the interpretivist approach to social sciences isxdbmiandmgnan behaviour, ap-o

posed to the mitivist approach which is abexplaininguman behaviour.

Methodology: The purpose of the methodology is to provide a strategy, a plan of action to @y the r
search forward. As Babbie (1992) perceives it, the epistemologgiéntieeof knoamithghe methodology

is thescience of findindgrbete are effectively two core approaches and an overlapping mixed approach:
quantitative, qualitative and mixed methods. This research will be employing a qualitative methodology,
t hose whi criseddyadocus orhlanguage frather than numbers in quantitative approaches), and

an emphasis on participantsd interpretations and
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Method: The idea of the method is to take the plan of action frerméthodology and implement it. In

short, it is the specific technical procedure used to gather and analyse the data in order to e&nswer the r

search question. The method chosen was a naturalistic diary study, and akin to the works of Zimmerman

and Wiederl®77) a follovup interviewwasattached to each diary post analysis. The specifics pf the a

proachd naturalistic diary and 4gtlomterviéwere decided updollowing apilot study that highlighted

several flaws with the quality and efficacy ofidtee captured. Careful consideration was applied to the

planning, design and implementation of this method as, although it is a legitimate means ofbeapturing o

servation data, poor planning and consideration can render the data gathered largetyinsedddsyan

weak.

The advantages to this approach are not only centred on geography and resources, butdtprability to
vided that sufficient freedom is given to the particpaapture natural and sensitive observational data.
This was the fundantehrationale behind the choice of the approach.

1.7 CONTRIBUTION

The thesis develops an understanding of trust, confidenceracesanodel of botlthese constructs.

Upon taking account of these models and definitions it combines to demonstrateseadttithe Web is

shaped by the construct of confidence, not trust. The literature into Web use and in particular eCommerce
works on this idethat trust influences Web use and therefore understanding what trust is en&bles pract
tionersa better understding of how the Web develops and how to take better advantage of its capabilities.

In addition the above, tla@ithor feelthat the coreontributionof this thesis is the work that has been put
into understanding and modelling the process of thectrastruct. The literatuexplains and deme
strateswhy trust isconsidered criticalconstruct to théunctioning of a successful sogietydtherefore
clarifying the misunderstandings aetter understanding how it develops, how it functions and what

makes trugrusis ofequaimportance.

1.8 THE THESIS OVERALL

Therest of thidPhD thesis is broken down irf@ahapterss follows:
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Chapter 2:Internet Development
This is the initial chapter of three that cetrer literaturesection of theesearchThis chapter is focussed
on the development history of the Intersred World Wide Wekeading up to the present day period and

providing an overview of the Web usage and tiretiols UK and US.

Chapter 3:Trust

This chapteexamines theonstruct ofust. The current research is presented along with theribbbi
lenges within. Froitinis andfurtherresearclnto trust withinsociety, withiexchange relationshigis, a
definitionof trust is given. In addition the constructs of risk and cooéidee also analysed deén-

tionsbrought forward based upon the surrounding research.

Chapter 4: Defining the Constructs

In addition to providing clear definitions and process models of the work into trust, confidence and risk
(Chapter 3) his chaper alsotakegshe literature understanding of trust from Chapter 3 and applies it to the
Web context.

Chapter 5: Research Methods

This is effectively a summarisation of the issues discovered within the literature section andoaligning it t
wards the remrch question, aims and objectives. Within this section, it will be cover the overall nature of
the research and the intentions of the stndythe justification and design process of the chosen approach

0 thediarystudydinterview method.

Chapter 6:Data Analysis

The work discusses the approaches avadahistypeof research artthen centres its focus on justifying
the use of thematic analysis using the-t@aed technique$he latter part of this chapter (6.4 onwards)
covers thepreparatiorof the researcidata,its subsequerdgnalysis anfinishes with an analysis of the

themes that emerged.

Chapter 7:Discussion

The discussion chapter is framed aroundintimgsof the study. It is broken down into thrsegesi)
discussinghe findings from the studiy) discussing thetudy findings in relation to the literaturedisd
cussing what the findingsntributeto the literature.

Chapter 8: Conclusions
In addition to the contribution of thhesearchtheconclusion section covdige furtherkey pointssum-
marising the research, evaluatingytats the research methodthe findings and also discussing future

researclhat can be applied to this work.
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2 INTERNET DEVELOPMENT

In the developed parts of the world, the Internet impamgsindividuals life on a daily bgdssrse et al.

2011) and although it has a short history, it is one that remains incredibly colourful. The impaet and infl
ence it has had, and continues to have on the wonidreedented by the standards of practicall-all ot

er technological feats that have preceded it. The Internet is a technology so unusual and somrofoundly u
likely to have been created that its existence would be a constant marvel were it nadiby flifet (Ryan

2010).

Firstly, a brief outline of the historical developments of the Internet and World Wide Web is presented. The
chapter then moves towards the central focus of identifying the current Web usage trends within the deve
oped parts of #awold d namely UK and U8the ways in which the technology has developed and how it

is being utilised within societihere is wide debate on technological determinism (Wya® 2014 3)lea

of whether technology shapes society or society shetpasidg\d that although important anejuires

acknowl edgi ng, it doesndot form a key piece of thi

2.1 INTERNET AND WORLD WIDE WEB

There is a common misconception that the Internet and the World Wide Web (WWW) are one and the
same with the ternsftenbei ng used i nterchangeabl y. 6The I nter
crisscrossing the planétthe muckhyped information superhighway. The WWW is just one of nrany se
vices using that networkd (Gillies and Cailliau:

Therootsot he I nternet are grounded within US military
different entity, created at the CERN laboratories in Europe by physicist Timlermer$989. The

Web is an evaxxpanding collection of documents and pagésire linked together and accessed through

the Internet with the use ofeb browse(Fischetti: 1999However, rore recentlyhere has been a shift

toward mobile accessith 57% of the US population accessing the Web thraxgghphongDuggan,

2013)X51% in he UK ( Dutton, Blank, & Groselj, 20}.3)

A noticeable chunk of &6l nternet storyd focuses or
Wide Web and this work of Bernkee, however the historf/the Internet stretches a few decades fu

t h er Shheedhkir incdption, computers have generally been viewed as time saving devices. In reality,
however, computers are also very effective time consuming thavfoese users to reallocate their-li

ited time and change the ways they perform tasks. This fundamental paradox is simultaneously the promise
and the frustration of computi(Yitalarietal. 1985) The most i nteresting aspecH
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much the recognition of a paradox, but the fact that it was prominent enough to be recognised in 1985
when computing was séliguablyn its infancy. Ahough this period was infamous in the history rof co
puting and information technology (IT) in general, with the development, launch and considerable growth
of the first personal computers (PCodsduysefultba sti ||
narrow set within society. Similar tweaelinmeddd- Oonew t
fore even addressing the issue optbhibitive cost involved

Since these early days, advancements in the realm of compuiinigaaedcontinually pushed forward,

thus not only domesticating (Cummings & Kraut 200But making it pervasive tlughout moderncs
ciety(Satyanarayanan 200tl)s due to the Web that this paradox still exists today more than ever before.
Although there are numerous, typically overlapping and totally unanticipated reasons suppoging the ado

tion of IT, one ofthe centrad if not the centrad drivers has been the Web. Segallar (1998) madbe the o
servation that as a communications medi um, t he We
and reachd however, t hi s seorgasspdein aamuch shospace ¢f tiMmeas beer
Most African countries now have much higtedl phonepenetration rates than fixkate penetration

(Gray et al. 2006and WiFi technologies allowing for the Web bly easessed in some of its most rural
parts. The O6evolution of networks in the devel opi
tional types of networ ks (®ubramabianetral 200@psnof theteadgrl i ndust
er technologies, such as fixed line connectivity has been simply bypassed, with developing countries using
Web (acessed via WiFi) instead of fixed line telephone calls as a means of staying in touch with one anot
er(Pentland et al. 2004)

2.2 THREE DECADES OF INTERNET DEVELOPMENT

Using a decadwnrdecade analysis, leading to the development of the Internete®@rised today, this
subsection identifies some of the key milestones that have occurred. Leading from this will be a deeper

analysis into the Web and, more crucially, its impact on society and the economy at large.

- 1 9 6 UOhe successful Russian l&wat Sputnik in the fifties was believed to have spawned the
beginnings of networking experiments in thé @S5 N e i . With tHe getibof developing a-d
rable communications network that could survive a nsicikar the Advanced Research Projects
Agency (ARPA) was formed by t hremitah8the stopeate agenc
pursuelong er m basic researchd (Ryan 2010), from wh
later became known as th&ernet.
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1 9 7 Dh& seventies presented a different era for the development of the Internet, which was then

still known a®ARPAnetand remained largely a government run project in the early part of the de

ade. Continuous effort was required withnso#t and protocols to ensure compatibility between

different types of machines as the network continued to expand. One of the biggest accidental and
surprisingly easily development applications of the ARPAnet was the creation of electronic mail,
known morecommonly as-mail( Denni ng 198.9;ThésNewdd déOwWeal)oped
the space of a day, and was ntedty done almost accidentally, rather theatarewhichwas

planned ah desi gned from the outset. Al t hough ©6ARF
network to facilitatema i | 6 ( Segal | ar 1 %% 8nd became thehnaaige ot r e me n d
the network incredibly quickPenning 1989)Taking into account the some & tecent works

of online use within the developed worlthad still representie primary use of the Internet

(Dutton, Blank, & Groselj, 2013; Kathryn Zickuhr, 2010)

1 9 8 OHe d980s was whentwerking became professional; this was the era that experienced
immense networking expansion due to the launch of the personal computer (PC) in the late seve

ties. After it was introduced to the broader market (by Apple and IBM), it was not long before

pepl e began bringing these computers home to c«
related purposd¥italaretal. 1985)6 1 t was t he PC as a busiH ness me

plied when the prospect of networking rmand conn
ester in 1989 <claimed that oO6the micofondé-hi p has
|l i onsécomputers are proliferating as ndever bef

streemand they are becoming ubiqguitous because t
suggest that price has been the only driver to IT pradiferas will be explained in the negt se
tion, it was the combination of elements such as price, functionality, usefulness and usability.

2.3 THE NINETIES

Of those covered so far, the nineiemp r obabl y the most widel yhisoki scusse

ry. This was the period when the Web was developed, and the technology became truly accessible, afford

ble useful and actually desirable to the masses as opposed to a small subset of people. The events in the ea

ly part of the decade proved pivatafacilitating the growth, accessibility and appeal of the Internet and

IT.

The section has been divided into four major developments frdecue;

i)
i)

World Wide WelpWWWw),

Removal of estrictions,
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iii) ElectronicCommerce (eCommerce),
iv) Domestication of IT

However, due to the overlapping relationships between some of the evatdg)dhpyesent everitsa
strict chronological order.

2.3.1 WORLD WIDE WEB

Of the four milestones, the first event is probably the most éetiteatievelopment of the World Wide

Web. The Web as it became known was created by the individual brilliance of one information technology
consultant, an Englishman named Tim Betnhers , in a nucl ear research | at
1998).

The idea was for this Web to be a podiumhan knowledgbatwould allow collaborators in remote sites

to share their ideas and all aspects of a common (BejeetsLee & Cailliau 1994)The aim was tae

able incompati ble machines to communicate and sheé
format or computing platform, any data on the Web such as a text, image or movie file could be called up

from a web server by a simple URI (universal resou

6The Web was designed so that if it was wused ind:
found between the projects, then no major or centralised changesaweuln be made, but the info

mation could smoothly reshape(Bdanerdee& Calledd®f)in t he ne
order to support this idea, Berreeg developed a hgipext language called HTNMLhrowser and editor

that allowed users to create and view these fil es
portant advances in human commuitinathistoryhad been invented, surprisingly, in retrospect, almost
nobody caredd6 (Ryan 2010) .

In the early nineties, the majority of Web browsers were developed at universityddegatywho later

abandoned theth el i evi ng t hati &ltlhe aVebuwiasusesklswetintl i mited
There was a dual relationship appearing at this p
the content and its possibilitiakyng with the value of the technology that underpinbedan to grow
simultaneously. The development of the Mosaic browser i& W88 grew to become Netscépsas

one of these elements in that, al though the Web
brought it to the limelight was Netsp e 6 s | ni t i al Public Offering (1 PO)
the biggest in histoffpeLong & Magi 2006) Suddenly a mass of attentamefrom governmentsni

dustry, economies and societies at large; the Web became something to be a part of.
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2.3.2 REMOVAL OF RESTRICTIONS

One of the lesséiown events of this decade occurred in 1992 when the Intesrfetadaby the US

government of its necommercial restrictions, and in doing so, it quickly became a medium not just for

i nformati on, but for commerceéas a resultein the
nond ( Segal | ahad teerfadolind forssbnte hineythemindties brought it totteatisra

as not onl yputi da tfhrei ed&lMWNWy f ace on t he nediffetror k6 ( R
entcontent and formatd rather than the mere text capabilities of the Intéimeat by improving gability

through graphical useterfacesThis change in restrictions paved the way for the Web to beconme a med

um for commerce as well as infororatirhis quickly created a mmarket place, ideal for eything from

marketig to transacting business, anthe@rocess @fCommerce was born.

2.3.3 DOMESTICATION OF IT

Thebdomestication of | T6 r ef er s-prodocing, Wwarking envime f t f r o n
ment to a domestic setting for household, personal pu(ptagss & Cornford 2002)The mid to late

199008s rodenphe &kkamchUSktide period when IT proliferation increased massively within the

home environment . I n addition to the reducing cos
IT can beattributed to the development, and more importahdyappeal of the WWY{Cummings &

Kraut 2002

The author believes that this domestication wasn?®o
of computing and information technola@jynore a culmination of factors coming together at the right

time. Through tlsi period, the domain underwent immense improvements in u@diliy 1995up-

ported by graphical user interface dg#ignini et al. 2005)reater functionality, applicabiiDewan &

Riggins 2005h a market of continually reducing hardware costs; the next major shift bringing-all this t

gether and pushingrther for IT adoption was the WWW. It had a practical purpose in that it was not only

a truly useful tool for accessing information, but it had entertainment valdelioperators weré and

still are today continually developing and perfecting nees dior the technology, improving on existing
processes and making new things possible. The content and the technology have always had-a dual relatio

ship as a shift in one area provides or pushes for new developments in the other.

2.3.4 ECOMMERCE

The liftingof nornrcommercial restrictions created the perfect platform for the Web to grow through the
development of eCommerce. This development alone has led to one of the biggest cultural and economic
shifts in modern t i0eCGosmercd Edftenchoughat simply toaeiemtm buyirge
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and selling usiripe Welé b u t it involves much more than el ectr

between organisations and custemédany commentators refer tmeatnerce as all electronically nmedia

ed transdonsd payments, purchases, information, marketing,between an organisation and any third

partyi t deal s wi tWhd n( Choanfsfi edye r 201 o)u.t si de of fpPhe Ob6buyi

parent that e@mmerce accounts for an impressiveuamof Internet traffic. Ninetthree per cent of

American hternet users have engaged ion@@ercaelated activities, including researching information

about a product they are thinking of buying; more than a quarter of them report to do this basés daily

(Flanagin et al. 2011)

Recent UK statistics for online spending go some way to illustrating how important and influential this
marketplace has become to the economy. For instance:
d In November 2013, oveflf.1bn was spent online by UK consumers (Gua@ilan
0 UK consumersare now the biggest online shoppers in the developeddwaitld almosttwo
thirds of adults purchasing goods or serthiceagh the Wel60%). This is followed by Denmark
(54%) and Naway(53%) and is almost double that of the US at @4fegrapt2012.
0 The British Retail Consortium identified that close taénsiiee nonfood items were purchased
online in December 2013 (representing 18.6% of total Ufbodsales)BBC News 20)3
0 Overall online spending increased by 19.2% in 2013, somethin@tiyastadevs that not only
does e@Bmmerce account for a huge proportion of the UK economy, but an increasing one at that
(BBCNews 20183

The author views tahseednionfettihees Vdesb tshteo rfyi;r stthidsphper |
territory by becoming commercially popular threfiftiency benefi@ such as eInmerce and repliea

ing existing offline processes, andoing samaking them available twefayr hours aday. It became

socially popular through useful, interesting, novel content, and new capabilities such as thenability to co

municate with anyone connected intiesd through messger services or email, ofegno cost.

2.4 THE MILLENIUM O NWARDS

In thedeveloped parts of the world, the Web established itself as a part of daily life, ambfiseucty
of importance tehis are examined below:

i) Dot-Com Bubble

i) High-speedand Mobile Access

i) Digital Divide

iv) Web 2.0

v) Social Networking
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erence to the use of the Web. The author <carr
has seen the most influential shifts on culture, socigtyeamcbnomy. This duality has taken the fpund
tion that was established in the nineties into a whole new, almost unimaginablé/edapossibilities as

the infrastructure has continued to develop.

2.4.1 DOT-COM BUBBLE

The proliferatiorof IT and continuougrowth of Weluse in the nineties brought with it a colossal stock

market boom that became kmowws t hceo nd dlou b bwasadperiodToh massive growththe

stock valuations @iractically alWebandWebrelated technology companies.

The availability of capital, with the willingness to invest into this largely unknown tetingovyetsul-

ed in numerous investments intanpanies that not only lacked sales, cash flow, profit, or even a potential
for profit, but in many instancedied entirely on a business model that made no practical busimess sens

es

whatsoever. At the time, thery reali ew was believed that O6companies
wonodt be c o(Napghton 2006) aatidg anlinipd@ession of extremely rapigknetdevelp-

mentmayhave worked to prop#ie rush to investineverydot om t hat  ara soeno @itedsn g
too high to be the first to stake aclaimirtance r 6 Ca |l i f(@diyzko 2000}ylany ahline buiss h &
nessepur sued a O6get big fastdé (GBF) strategy, p

the belief that there were significant sources of increasing returns favouring early entrants ges large pla

(Oliva et al. 2003)

This trend continued, in September 1999 the IPO of VA Linux Systems launched into a 698 per cent share
price rise orits first day of trading from $30 to $239.25 (Ritter 2008). There are numerous examples that

encapsulate the levels of excitement in the markets at the time, for instance:

Webvan.com(over $1bn invested to create the first online grocery store)

Kozmo.cam ($250m invested for hand delivered DVD service),

ThirdVoice.com ($15m raised for a plmgthat allowed the user to attach virtual sticky notes to a

website), which failed in spectacular fashion.

Boo.com; the online fashion, clothing and sportswaapany built entirely on $135m of venture

D~

0

r

capitalist funds. 6lt took only six months

capitalists to achieve even greater notoriety as one of the goesteseree failures. Boo.com is
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the archetypalot-com failure. It was a company born in a flurry of hype, raising a large influx of
startup capital based (Geist2002) pr omi si ng concepto

O6More venture capital was given outthdimthéentge t he f e
history of America. Business and consumers were spending record amounts and Internet usage surpassed
al most all pr edi ct icombublie ran Kanghe late nirgte®and endexfbspér- d o t

ly in early MarcB000(DeLong & Magin 2006)

The fact that ddrtet Melb bwl vli ev @ dnd edhtmtiedto expand shaws c at h e
that it is more than merely a tool for marketing, selling products, generating capital and takirg offline pr

cess online. The way that it has continued to grow toward more collaborative and social spheres is an ind
catonthat he Web i sndt something that can be easily pi
is an emerging belief that current 4&olek is overvalued, witthe lkes of Twitter, Facebook, and
LinkedInbeing evidence that the peraddverpricedPO dfar onlinecompanies is repeating the previous

patternd a perial wherestock pricesitially defied logithenbegarto level (New Yorke2014).

2.4.2 HIGH -SPEED & MOBILE ACCESS

Domestication of | T conti nued, tiomand corbmunicatioonied t he |
um that was integrated into @auv e r y d Byenté & Robbin®008) A 6 maj or change si.
the move from narrowband digd to broadband alwagsn | nt e r n e (Duttono&Brark@Q@11l)o n s &

Not only did this significantly expand -esér connection speedslfovitz et al., 2018jd reduced costs,

butbei ng -othadl mdyysowed for fast, uninterrupted access.

Arguably more important and influential teamch oforoadbangwa s t he devel opment of
tiond (3G) mobile connecti vi tiy,el wh hofithéssiedAtiog ui c k| y
ogies atiwed for fast and truly mobdec cess t o t he Web. O6Mobile and wirtr
beyond the most optimistic initial expectationd (
of conneting to the Internet (Lemstra et al 2011). The most recent studies show that within tlee UK, wir

less connectivity within households is at @&%ton et al., 20133and in the US, some 59% of the papul

tion go online welessly via smartphones or Wackuhr, 2010)This is why it becomes understandable

that Brodkin (2008) reports the expectation that the mobile phone will be the primary device used to access
the Internet by 2020.

6By 20009, n e ar Isyada brbadband cohnedtian rintreasingly sa@uding wireless conne
tions within the hous e [Datlord& Blaaki201i)This mobite \capabilitain Wi F i r

terms of speed and accésdong with carefully designed interfaces that take into account input challenges
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of mobile devices and limited bandwi{tithrlson etal. 20109 has led to a shift in how users not only a

cess the Web, but how they use the Web.

The most recent UK office of N acesis o tha Inter&et usingias t i ¢ s
mobile phone more than doubled betwdEi0zand 203, f r o m PBftdin 2018)AsH: Yei-

bilities of the technologyboth the devices in terms of smartphones and tablets, and the capacities of the
networks in terms of WiFi, 3G and d@re continually improving, the very realtied exists that viit

in a very short period of time, access to the Internet will be led by mobile devices. Any disparities that in
tially existethetween website capabilities and speed of mobileveesesaditional broadband andnco

puter access hageickly eroded to a point that it has become almost seamless. The author believes that the
shift will continue with mobile access taking the lead pliimarily, but not onlg to the convenience

benefits ideliverdn terms of immediate access,disbhow it supprts the behaviour of the usersd-

low for fast, immediate, secure access throagtentbrowsers and increasinglgf r ough t he mobi |
From the diary studthe ug of mobile devices to accdss Webwas a prominent activity, howeaerg

more significantly therefererfoe access througinobile apps emerged as a key theme from the research

(see Chaptdd.5) Several participants made the point that once a process could be completed via a mobile
device using an app (as opposed taditibnal desktop using a Web browser) then this becameeheir pr

ferred and most frequently used point of access.

More recently there is a convergence happening between other technologies and integrated within is the
Web in a varying capacity, for instastreaming Web TV services, Web accessible gaming consoles to
smartphone operated central heating systems are instances of how existing technologies arermaking the fu
ther leap across boundari&hin this thesis, the understanding of Web use entepsillaf thesgpes

of functions, irrespective of whether it is a process tt@tidsicted through the Internet (such as email) or
through the Web itself.

2.4.3 DIGITAL DIVIDE

The @riginabdigital divideéd a term coined in the midte ninetied refered to the gap that exastithin

society between those that have access to the Web
excludes peopl e fr onHamidan2010) hmgp oG d iaquitt ale sdiua-ickees® b e
lent political topic as the importance of the WWW grew within society. Put bluntly, the fear existed that the
benefits of the Webin partialar, the educational benelitsere destined to be the preserve of those with

hi gher i ncomes, better educati on, et c. The O6havecd

without.
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dnce 2000 a further shift has been identifiedat er med as the Oweseriothdary di
instancethis6 r e f e r s with iotensitih &d rp@re of IT use rather thantothevdbm c cess t o it
(Jackson et al. 2008he secondary digital divide is concerned with the inequality from skill and- usage di
ferentials; how the use of IT rather than access to IT has led to ine(idelittes & Riggins 2005; Wei
2012)

However, we argue that, regardless whether it is a second divide, or a continuation of the original divide, a
gap is still apparent and still occurring between different groups within society. The problematemains th
those that use [the Webmore, use it in more different ways, and so gain significantly more benefit from

it, be it educationd@latimer 2009)socieeconomic (McLaren & Zappala 2002), or even simply for ente
tainment(Livingstone & Helsper 200¥Yhether this is still likely to be the case with more current-and f

ture studies is something that is y&ietseen. The growth in mobile capabilities in terms of access and d

vices, noto mention the more palatalbégher than prohibitive costs mean that accessing the Web is no

longer the hurdle it once represenfedThe Conversatid@2014) article pointauct  t he di gi t al di
in Australia is narrowing rapidly but only from
smart phones, t heFurherpgtudieswoud begsiiedogonfarh anydifferénce iran

ture ofusebutdh aut hor believes that although O6accessd i
as it once was, different socioeconomic groups would differ in terms of the nature of their Véeb use. D

spite ubiquitous access, how different socioeconompggrouwo ul d use it, what they

mat ely whether theydd use it at al/l are all el eme

6 Aere is an egoing consensus that the actual use of the Internet is a more prevalent source of inequality
thanhe pl ai n ac c @\eis201R)bhe sumreary lwithin ¢his seet{Brégdiscusses this idea in
greaer details and does so using some of the most prominent and detailed Web use research available.

2.4.4 WEB 2.0

Labovitz et al (2010) illustrates three key shifts Wfe¢bsince 1995:

i) The WWW and Internet adoption

ii) Broadband technologies and enhancedection speeds

iii) Applications like social networking and video content are again reshaping t@abusier
age.

The author considers this latter stage; this growth in social networking differs from the prevesus two el
ments, as the driver was purelydbtent, rather than the simultaneous developments in the underlying
technology and the content.
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Dal e Dougherty coined the term oWeb 2. ®6Rei duyin
2007) Thesignificant aspect of this term is not just the nod to the use of technicpleadrdut it g
nalled that the Web had entered a new phase.

- Release 1.0 was revolutionary but limited (Ryan 2010). The first iteration of the WWW was esse
tially a broadsah mechanism for information to reach users

- Web 2.0 was the mechanism whereby the users could not only interact with other users significantly
more, but the ability for them to provide their own content.

This term represented the change in the nattie ®feb that enabled users to provide their own content,
irrespective of format to share with other users. This mechanism spawned everything from Wikipedia,
YouTube, Flickr, to blogs, forums and MySpace, etc, all of which are driven by Web 2.0 yuh@gbnalit

2.0 differs in that it i sadundaesr sitnofoodr at@stowadsnw aaynsd bcec
tic and mutable, opemded and infinitely adaptable by u§awastantinides & Fountain 2008)e appeal
isunderstandable, and this adaptability enables Web 2.0 to continually evolve, providing new, intriguing and

0 on occasio® truly useful, innovative functionality. The Web becomes a less functional space, a more
entertaining and ecugaegtésragpersopadngground hsocial netveorkingfand
coll aboration. I n an abstract sense, soci al net wo
down,toabottoru p cr eation of information andWeavert&er acti o
Morrison 2008)It is the characteristics of Web @tle capability, the simplicity and populérityat fa-

cilitated vinat some might perceive to be the most important shift in Web usage; social networking.

The current Web is a much di f({Weaver& Morrison 200vgn t han t
though the developments in the supporting technolddiemdband, WiFi, 3G and 4ihave a part to

play in this shift of heavier WWW use, the author feels that a greater influence has coeteZi@pm W

plications, and namely social networking. It has led to an arguable shift in attitude and behavisur of the u
ers,alhspects from 6éwhatdé they use the Web for, to O

become even more immersed ihe lives of many users.

2.4.5 SOCIAL NETWORKING

The impact of social networking has been immense, as in less than three years it has become the most
popu ar activity on the Web, supplanting pornograph
2010). Any wedite that allows sotiaterction is consideréd be social networking, or social mestiekh

as Facebook, MySpadé&ibo,InstagramTwitter, QQ, Google+ gaming sites and virtual worlds such as
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World of WarcraftSecond Life, and therfSi videoites such as YouTube; and blog@d Keef f-e & CI ai
Pearson 2011ly is emerging into all forms, through inclusion into traditional media, newspapers, TV, etc.

The social networking movement has been immense and has not only acted as a diivermetnsn

ers, but, more interestingly, increasedithe spent online of existiWgebusergValenzuela et al. 2009)

Most sites support the maimémce of prexisting social networks, but others help strangers connect

based on shared interests, political views, act i v i toidieess& audigneattiaaing people

based on comnmolanguage or shared racial, sexual, religronafi@nalityb as ed i(dopdn& i t i es d
Ellison 2007) Thi s in turn has become one of the O6futur
dee |l opment of new means, met hods and tools to kee
2011), but because providers such as Facebook, Twitter, YouTube, etc, have become businesses in their
own right, business thateopen to the usual economicdes of competition, shareholders, market share,

etc.

One of the central reasons behind the continual appeal, growth and diversity of social networking is down

to how it aligns to users on a pure, itdspanistco | ev el
an evolution in HWeaamn& Morasor 200Bumans @are soaia beings mrd@ social
networking facliat es t hi s ©6human traitd in a ndalemelr far s

et al. 2009Ryan 20)0Providing a platform for adaptable, interactive, and engaging content thgpugh blo
ging, photo, video sharing #toyd & Ellison 2007/neans that it supports this a natural humaactdra

istic of being 6social 0.

Businesses are betrgated on the back of this online social move@emidfunding 8 such as in the

case of Funding Circle or Kickstadids an initiative undertaken to raise money &iaidup pioject or

existing company, a process achibyetbllecting small to meditgize investents through pmoting

the project toother indivduals who wish to invest (i.e. a crowd). This funding platform modelehas

boosted bylevelopmentthat offer new opportunities and scenarios where consumers can use, create and
modify content and interact with other users through soeiarke{Ordanini et al. 2011)aked Wines,
Groupon -bunédicngiwdenti ti es Osategdiisechas sotidineserdedcaryi ng Ci r
the same underlying ethos, in that the success of it as a business and a conoelptimghigsp@ple

together, ideally in great numbers (Clapperton 2012). Interestingly, this idea of bringing together a group of
potential buyers to negotiate for a discdusimilar to groupo® emerged and failed before the social
networking movemein the shape of LetsBuylt.com who filed for bankruptcy in 2001 (DeKray 2010). The
failure of LetsBuylt.com can be seen from two sides; one adding further credence to the Internet gold rush
of the late ninetig€onstantinides &ountain 2008}he other of demonstrating that this more interactive,

social platform can create and sustain business outside of typical advertising funded models.
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With the Web becoming more socially engaging, it does lead the author to dratwadinlobline world
and the concept of social <capital in the offline
to work together for a comm@ olenaulOfBp dd iirs @Praocc@P ad
arises fromtheprval ence of ‘trust in a societyd (Fukuyama
cooperation with others. The idea of the Web becoming more of a socialgulaceperating, engaging
and interacting means the role of trust with regards teddmes something that requires a greater unde
standing than currently exists within the literature.

This soci al net working movement is the Opkased th
edly or whether it will continue to immersdfiist other aspects of offline life is something that is it yet

to be seen. The author believesadltate to the prominence, dominance, mass appeal and shifting trends

the Web will continue to remain a social space for some considerable time tésdoetenting increa

ingly intertwined with both the online and offline world of users. It is becoming an extemsiodiféf s

rather than a separate entity altogetBedal capital, trust and coopion are factors which are discussed

in greater deilawithin the following chagr 3 (3.2.2)

2.4.6 SUMMARY OF WEB DEVELOPMENT

The author perceives there to be a common theme that runs through the history of Internet technology,
and that is its relentless development. Whether it is from the early era ofnitetdntiee early nineties

period of the Web, or the more recent shifts in wireless mobile accessibility and social networking, there has
always been an expanding field of usefulness. The history shows an increasing applicability to users and
nonusers, awell as easier, faster and cheaper access, and in doing so has jointly become a commercially
and socially important space thatdha®re so than evérimmersed itself within the daily lives of those

within the developed parts of the world. Arguabbnitoe put forward that the online world and offline

world are converging where each side can function to supplement the other.

2.5 WEB USES

Identifying the various typesWebusepreserg a challenge within itself diwwethe manner by which it is

continudly developing, continually adapting, continually creatingctigities However, dding further

complexity to thiss that the research surroundingbise is typically focussed on a particular element or
aspect of it and therefore most research usyradisesits variety AmichaiHamburger 2007 There are
taxonomies of uses, of users, and studies that combine the two. As a result of this, a systematic literature
review has been implemented in order to meet one of the research aims and idensfptlaetiypres

that the Web is used for.
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2.5.1 SYSTEMATIC LITERATURE REVIEW (SLR)

Takinginto consideration the work froArmitage & Keebldllen (200§ andTranfield et al(2003) the
approaclwas followed that a systematic literature review encompasses the following four key stages:
i) Formulate a review for the following regeabjective oidentifying the key aspietsigd for social,
domestic and pleasure
i) Locate and generate a comprehensive list of relevant research studies using online jadrnal and ac
demic databases, specialist bibliographies, unpublished research, et
iii) Select and evaluate relevant research studies using predetermined inclusion and exclusion criteria to
assess their relevance to the research aim (criteria will be based on initial pilot searches).
a. Screen initially using title and abstract
b. Those inclued are further assessed (being included or excluded) based upon their content
iv) Analysis and synthesis of the included works by effectively breaking down the paper, explore and
integrate the studies to align with the research objective and finally tbportisgjts by exttac
ing what is known and not known in relation to the research objective. In this case, this would be
data related to Web and Internet use.

Each aspect was considered knowing that the intended outcome was to corrAjoldada tgxoomy of

Web uses and Web users, which satisfies the objective of identifying the key aspects of Web use for social,
domestic and pleasure. The systematic review procedure works as a guideline to ensure that the literature is
structured appropriately, is sggrhed systematically and is free from researcher bias. Althoughrthis unde
taking is on a smaller scale than what would typically be expected, the respective objective has a respectively
narrow focus and therefore the author supports the belief thapeeleensive outcome can be achieved

with this approach.

2511 SLRADOPTED APPROACH

This subsection is goes into detail of thestiwge SLR process as delineated above and in doitg so, e

plains how the process was handled.

The initial phase was already distednl as it represented one of the research objectigestiffing the
key aspects of Internet use for social, domestic and pleasirb e search terms of 61 n
used was applied to keep it mennamberofaltticles with thhese and t

keywords in the title, abstract, keywords or body.

With the search term defined (and due to the fast changing nature of the subject) relevant online databases

were searchebhitially this began with a Google Scholackewhich then teto more detailed searches of
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various other databases such as namely ACM, Computers in Human Behaviour, and Intetingt Comp
Due to the span of matching documéngverything from new media, paediatrics, psycholoipscant
healh and advertisingjthe route was taken to adhere to results from Google Scholar.

The third stage can be viewed as a filter, in that by establishing criteria for the extracted results from stage 2,
the works can be legitimately included or excludee Ibefing reviewed in greater depth. Based oi an in

tial pilot searches, the criteria was set down to filter databases from 1996 to present day. This start year was
selected as 1996 was the point that much of the research relevant to categories uddriegset to

emerge. The significant majority of literature prior to this point were not only massively outdated, but more
crucially they were concerned with the actual use of the Internet, as opposed to activities partaken in by u
ers themselves. The el and most highly cited paper on Web uses was in published in 1996, and so this
presented itself as a rational start point for the research to begin.

Inclusion criteria: articles that related to
- Web use (specific activities)
- Taxonomies of Web Use
- Webactivities
- Internet use
- Taxonomies of Internet Use
- Internet activities

Exclusion criteria:
- Articles published before 1996
- Articles not related to search topic, for instance those concerned with categories of use, types of
use or user types

The third sage represents one of the most crucial phases in the reviewddilbeesg results based on

the inclusion and exclusion critériasexplained in the section abotree final articles had to meet the
research scope.
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The following process ahavas adopted to support this phase

S
1. Research Objectives

—
2 Location of Sudies Numbe_r of au_dles identified Number of studiesidentified through
searching online databases other sources

J

Number excluded

-

Number of studies after duplicates =~~~ >
excluded

—
. . Number of studies after screening by
3. Slection & Evaluation T s et > Number excluded

Number of studies evaluated by full
et At REEREERRRREE >

—
. . Number of studiesincluded in
4. Analysis & Synthesis analysis and synthesis

Figurel: Systematic Literature Review Process

Number excluded

(Saunders, Lewis & Thornhill 2012)

The success of thieurth stage relies on the quality of the third stage. The releeanadatxtracted by
reading all of the included journals and documents and carrying across the elements that fell within the

scope of the objective.

Due to the broad scope of the search terms, the initial database results that matched ran into the tens of
thousands of almost entirely unrelated content. The time constraints of the thesis meant that these could
not be analysed in great depth and were therefore discounted firstly on their title, the second phase was
based on the abstrathirty severarticles were included, which were originally found using the search

terms of OWeb used or Ol nternet used from journal

Through the initial use of several key research papasspossible to start to build up a pictucatd#g-
ries ofWeb use. Although the central focus ofpthgers vary, they each sttammmon characterisgiof
eitherutilising lists oWWeb activitie®r a combination of Web activities that lay beneath higher set of Web
use categories. All of the included rekgaurnals were tailored in some way to a specific topic and not

focussed purely on the uses of the Web; they were each found to be related to a wider fiedd such as d
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mographics, personality, social capital, etc. The following is table is a bredkdmspedific elements of

the articles that relate to the objective; Web uses

Title Results Author(s)
Internet use (Norris &
and the cra 4 User types Jones
tion of a virtual 11 Web Use: 1998)
democracy

(Hills &
Argyle,
Internet use 16 Web uses 2003;
and personality Tosun &
Lajunen,
2010)

Demographic

and psyobr 6 User types

graphic profile (Assael

of heavy Inte 14 Web uses 2005)

net use

Internet use (zillien &

and status 11 Web uses Hargittai
2009)

Description
Norris and Jones (1998) established four basic types @
1 ResearchefsWeb use was centred on work or
study related activities
1 Home consumepractical tasks, such as news
reviews, online shopping, hobbies
91 Political expressivepolitical information and g
cussions
1 Partyanimald gaming and seeking entertainmer
information
Underneath these four user gbere existed eleven,
broad Vb ativities, all of which were of key interest to
their study of user types (apaged to an exhaustive list ¢
Web uses).
Sixteen Wb uses within the Hills and Arg@@03) paper,
paper which does natknowledgé due to both itsea-
search focus and the fact that it is over a decadiéuold
ther uses such as social networking, music downloads
bling and travel.

Tosun & Lajunen (2010%e a twédayered category and
activityd approach, as used by various au(smisvyn et al
2005; Zhao 2006)
Within the more recent work of Assael (2005), a neat
demonstration of this twlayered approach is also used,
distinguishing the user into six distinct categories:
1 Web generaligtfrequent email users, informatio
seekers, online shoppers
1 Downloader$ downlading software or music
1 Selfimproverd search for jobs, education, news
collect business information
1 Entertainment seeképlay games, seek to be e
tertained
1 Stock traded make stock transactions
1 Socialized participate in chat forums
Underneath thexsuser types within this stutlyere were
fourteen specific @b uses such as purchasing goots, g
ting information on products, and downloading music t
name but three.
Used a different approach that identifies eleven uses ti
centr ed u p-thamavérdge corisimengritated
segment of the popul atio
some benefit within this case, the limitation applied to t
study means that further works would be required.
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The Oxford Internet Institute used a similar aggnoof
focussing on four main cateigerto sort between twersix
Web uses.

1 Information Seeking (6&l uses)
Local events, news, travel information, sports informati
health information and job seeking

1 Entertainment and Leisure (@Muses)
Listeningo music, downloading music, playing garpes,
loading video or music, porn, gambling

1 Online Services (8al' uses)
Buying online, comparing products, making travelaese
tions, online banking, paying bills, selling items, buging
ceries, investing in st

1 Creativity & Production (6 &4 uses)
Visit social networking sites, posting photos, instantgne
ing, emailing via lists, personal website, online blog

Only five articles weffinally selected based on their relevance to the scope of the research, and as implied

previously each of these had a central focus away from purely Web use. The broad range of research results

that initially matched the search terms essentially na¢ahattthese works have been summarised around

t heir 6 Web

usesad

content, this was done in

Thereview demonstrathow the V¢b has become increasingly embedded into modern socittyally

order

adaptingas Web user numbers increase. MucheoddHier research is concerned with issues such as the

adoptionand useof theWeba n d

t he

0 (Katg& Aspden 197; Noririsd8e Jones 1998; Shah,
Kwak, et al. 200f)hereas the morecentresearch is focussed upon the behavioural and soail dfnp
the Weh such as addictidio et al, 2009)onelines§AmichaiHamburger & Be#rtzi 2003) and social

anxiety(Selfhout et al, 200®garge parts of the literature aoecerned with the user themselves, and tend

tocategori seelh hac tviav ii tofuesiFo@niom deekinddpsed anither the types of

user or the types acttivity, which although useful in some capacity, proved to be of little significance as the

objective was to provide a taxonomy of specific Web uses.

The Taxonomyof Webactivitiesbelowhas been derived using the works of the various authbkebof

2.5.2

TAXONOMY OF WEB USE

research. The approduds been taken toeatean amalgamated set of uses that aim to encompags the si

ni ficant

ities have

ma j o r iitteywhenfgoing anlink.numbepoasimilas, but dastnguisivablesacti

been

headed under a |l ogical single ban

two separate entities, the author has combined the two as the activities are comparableehrd this le

granul ar

det ai
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OxIS 2011 Repo(Dutton & Blank, 2011gnd acknowledging wider and more contemporary research:
- Online dating (Hitsch & Ariely 2010; Ellison et al. 2006)
- Health information (Anderson, 2011; Braun & Kitzinger, 2010)
- Social networking(Weaver & Morrison 2008; Westcott & Owen 2013)

10.

11.

Online gambling (Brown 2006)

Activity
News
-including politics, weather, general news, etc.
Travel
-including directions, maps, address searches, etc.
Employment & Careers
- including seeking information on potential employmet
Product or Service Information
-research, searches, etuiew
Health Information
- researching health specific infymmatbons, fifretss
Blogs / Forums / Website
-termed as discussion boards in earlier research
Live Chat
- instant messaging, chat rooms, etc.
Emalil
- Communicating sociallyy conviganies, organjszttons
Social Networking
- Facebook, Twitter, MySpace, IngtagranQQ, Google+

Online Dating

Special Interests / Hobbies
- following sports teams, results, etc.
Games & Software

12.

- playing and downloading
Music

13.

14.

- downloading, playing, sharing, streaming, etc.

Video / Movies

-downtodi ng, streami ngupéhdl
services

Adult material

15.

16.

17.

18.

- viewingtreamirgpwnloading
Gambling
- bookmaker s=sj online poker, etc.

Random surfing

Shopping
- making purchases online, including auction

Reference
Norris & Jones (1998); Hills & Argyle
(2003)

Norris & Jones (1998)
Katz & Aspden (1997)

Norris & Jones (1998)

Dutton & Blank (2011)
Anderson (2011)

Norris & Jones (1998)

Hills & Argyle: (2003); Amichai
Hamburge& BentArtzi (2003)

Katz & Aspden (1997); Norris & Jone
(1998)

Weaver & Morrison (2008); Westébt
Owen (2013Dutton & Blank, (2011)
Ellison, Heino, & Gibbs (2006); Hitsc
& Ariely (2010)

Katz & Aspden (1997)

Hamburger & Be#rtzi (2000)
Hamburger & Be#rtzi (2000)

Norris & Jones (1998); Hamburger &

BenArtzi (2000)

Hamburger & Be#rtzi (2000; Hills &
Argyle (2003)

Brown (2005); Dutton & Blank (2011)

Hamburger & Be#rtzi (2000); Hills &
Argyle (2003)

Katz & Aspden (1997); Norris & Jone
(1998); Hills & Argyle @23)
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19 Banking & Finance Katz & Aspden (1997); Norris & Jone
" | -bankingnsurancstock trading, paying bills (1998); Hills & Argyle (2003)
20. Government & Politics Dutton & Blank (2011)

- Inteacting with Governnirtg, online services, etc
Table2: Taxonomy of Web Uses

2.6 STATUS OF CURRENT WEB USE

This section focuses on providing an impression of the current status of Web use in the English speaking
parts of the developed world, and in doing so concentrates on ®knbnas activities, usage, access,
trendsanddemographics. The general outcome of this section is an illustration of how the Welb has deve
oped to become such an imporg@iftnot crucia component in partsf the world in an incredibly short

space btime.

The Oxford Internet Institute Surveys (OxIS) for the UK and the PEW Internet and American Life Project
for the USarethe two central works used for this section. Both of these represent some of themost co
prehensive and current studies avaitabdhy; both have been repeated over several ydawthamdvide

a neat demonstration into the shifting trends of Web use. The following subsection firstly uncover the detail
of each of the UK and ®Jstudies, then draws paral#iewing there is aosk relationship beden how

the UK and US makeseof the Web andiVeb technologigs daily life.

2.6.1 UK WEB USE (OXFORD INTERNET SURVEYS (OXI S))

Of the UK studies, the two most recent OxIS (Oxford Internet Surveys) were used:
- Next Generation Users The Inernet and Britain 2011 Rep@utton & Blank 2011)
- Cultures of the Internd: The Internet and Britain 2013 Regbutton et al., 2013)

Both of these OXxIS reports form part of angming set of surveys into the Web use habits, tremds, att
tudes and demographics of the UK populafithoughelements of the studies overlap, much of the core

data is consistent but the analyysiee focus on next generation users, or cultures of the Iriiemréts.

These studiehave been repeated every two years from 2003 to 2013. The number of refmotients

six surveys has been ranging from 2,013 to 2,657 with a response rate range of 4The toebgdtt. of
implementing longitudinattudy across such a time period enables key insight to be gained with regards to
how trends, attitudes, and ushge shifted and works to demonstrate clearly how the Web has become
increasingly immersed into daily life. Due to the numbers of respondents involved, the levels of detail and
the quality of the reports, these are the core reasons why the OxIS repootssidered suitable for this

area of study.
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Although the titles of both the OxIS reports may appear misaligned to onecanetbgeneration users

(2011) and cultures of the Internet (2@18)significant portion of the content is consistent. Tharityaj

of the findings shown below are formed on the most recent study into Cultures of the Internet (2013). The

interesting element to come from this later work is that as the Web has become a bigger part of society,

there is the indication that there eaibture of types of Web users forming; which counters the rather basic

early ideas of the Web space bei ng(Lang200bptoled by 6d

|l ineéhatd t he I nternet is not i nhalDuttoera al.b2913)gis oups o

more complex than the early ideas ofheWébalready bei ng

as a pa of society

Within the earlier OxIS 2011 report, an aspect that began to emerge was this idea of user types, which is
something that in many ways aligns with the previously discussed Web functionality shift of Web 1.0 and
Web 2.0. TheexsGtenceyr adom onhdéds@Nsd brings forward th
types of user, the FGU (FiSeneration User) and the NGU (N&eneration User). Although age can

be a factor that separates the two, it is not thaekesmining element, as tierence is established from

O6howdé the wusers interact with the Web. The study
household income and education and is more complex thigiedbis o6 di gi t al na-t i vesad

grantsao.

User Type Description

More likely to have setre Webemerge from the mid to late nineties. This
of user is more accustomed to\tthebas a broadcast entity, rather than this
of being malleable and shapedd®rs

FGU (first-

generation user) FGU 6 s mare than likely to have fewer devices for accessing the Wi
therefore their interaction is modelled in a more restricted way, such as il
of time, and their use of the Web wouldabogely for efficiency benefits, as
posed to socialr entertainment uses.
NGU (Next Generation User) defined as people who both (1) use at le
applications on their mobile phone and (2) own at least two of the folldwi

let, ereader, three or more computers.
NGU (next- P

generation user) More tha likely to have grew up or have adapted more toward the Web ?

form, and their patterns of use would differ in terms of how they access a

they access the Web for.
Table3: User Types (OxIS 2011 Study)

In several waythe 2011 work brings together some of the ideas presented by other research and this idea
that the personality of the users shapes much of theib&iabiourfAmichaiHamburger & Vinitzky,
2010; Correa, Hinsley, & de Zufiiga, 2010) The | att er 2013 repor b OCul t i

cus on the overlapping concept of attitudes toward the Web from users, and builds further on the impact of
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personalit. It explains that because of how the Web has impacted society, to expect that users can be neatly
categorised into two boxes ignores the complexity of humans. The study presents the idea that there are
effectively five main Internet cultures, which agthaverlap in places, are a more accurate indication of

what would be found in reality.

Culture Description
e-Mersives Comfortable and naturally at home in the online world and happy being ol

Techno-pragmatists | Use the Internet to save time andtetheir lives easier

Cybersavvy Mixed feelings and beliefs about the Internet, holding somewhat ambivale

View the Internet as a good place to pass time, and efficient way torfind ir
mation is shop, or a good way to maintaineahance their social relationshiy
Does not feel that the Internet makes them more efficient, nor do theyeen]

ing online simple to pass the time of escape from the real world.
Table4: Cultures of Web User (OxI8138 Study)

Cybermoderates

Adigitals

These reports provide not only a detailed insight into the means and methods that users take to access the
Web, but also imply that user attitudes play an important role into how the Web is used and what it is used
for. Neither the 2011 or 200&IS look into the detail of how these attitudes are fodrasdhe nature of

the study is not centred on tBiut do make the connection between household income, education and
Web cultures.

2.6.2 US WEB USE (PEW INTERNET & AMERICAN LIFE PROJECT)

Similarto the OxIS work, the PEW Internet and American Life Project is a set of repeated stuglies that r
search into Web use, trends, attitudes, etc of the US population. There is once central work within the PEW
range of studigsGenerations Online 2010 rep@itckuhr, 20109 but ten narrower and more recemt su
veys that have also been analysed alongside to bring the whole research up to date. The ten further PEW
Internet reports are listed below:

- Social Media Update(Duggan & Smith, 2013b)

- Tablet and E-Reader Ownership UpdatgRainie & Smith 2013)

- Home Broadband 2013Zickuhr & Smith, 2013)

- Cell Internet Use 2018Duggan & Smith 2013)

- Anonymity, Privacy, and Security OnlingRainie et al. 2013)

- Older Adults and Technology UsgSmith 2014)

- Teens and Technology Use 20181adden et al. 2013)

- Whods Not On (Zickaure, 2 d Why

- Online Video 2013Purcell 2013)

Cell Phone Activities2013Duggan2013)
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Although the specific approaches, categories used and levels of detail demanded by the PEW surveys differ
from those of the UK and OxIS study, the number of respondents of the main study (Generations Online
2010) remains comparable at 2,252.

There are key differences between parts of the research focus and the overall approaches msed when co
sidering the UK (OxIS) and US (PEW) studies. The PEW works are detailed and repeated works much like
the UK equivalent but the central weakness of the riptheslack of depthparticularlyvith regards to
demographics. Within the PEW reports there is little to no data gathered or presented that lrings into a
count income levels, education, employment, etc of the users interviewed, and thereforesildertat p

see what influence such elements would have.

In addition, a further criticism of the PEW repértll of eleven of the reports uskd the means by

which they carry the presumption thatmgaetermines and shapes their Web use, theséfbatigning

to the ideas of digital natives and digi mal i mmi
pl oyed, retired), whereas the PEW st®334bs46as t hey
55, etc) and bases itgdfilgs around these groups. The reports do provide some level of insight, but the

depth and level of detail between the US and UK reports vary significantly. Put bluntly, the PEW reports do

not allow for the diversity of the usérheir background or demi@phics to correlate to their patterns

of Web use and merely base the findings on age alone.

2.6.3 WEB USE IN THE WESTERN DEVELOPED WORLD

Despite the limitations and the fact that both the UK and US studies are independently designed, focussed,
implemente@nd reported, links can still be drawn on enough levels to provide a robust impression of the
habits of the developed parts of Exglish speakingorld. Interestingly, there are many similarities that

can be drawn between the two, but the OxIS repanis atone in that they also provide more insight into

the whyaspect as to merely reporting wheat The following subsections elucidate on the similarities that

can be drawn between the nature of UK and US usage, which candrtaotbe generalizabéeross

the movements within much of the developed parts of the world.

26.3.1 USE & NON -USE

In terms of use and narse of the Web, the studies show comparable results between the UK and US with
over % of the population having access to the Web. Of theseaa(il8% UK and 15% US), the majority
explain their reasons for not usi A\ebusdresuggésting as 61
that finding the Web too difficult to use as the principle reason for theseiorhe OxIS report explains
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that trust in the reliability of information on the Web has changed very little in the last ten years, and non
users and exsers being the biggest supporters in favour of increased government regulation en the Inte
net.

2.6.3.2 CONNECTIVITY

In both countries, #hhome represented the main place from which the Web is accessed, with the majority

of UK users accessing wirelessly at 91% (59% in the US). Equal numbers of the populationrin both cou
tries, 91%, have mobile phones with over half (52% UK and 59% U®)aming access the Web. The

PEW report into Cell Internet Udguggan & Smith, 2013apde the point that (unlikeoladband) those

more likely to use cell phones to access the Web are younbitesnvith lower incomes and less &duc

tion. Across both countries, mobile access, tablet access and video calling are increasing, search engine use
is showing slight declinedablogging is decreasing across all groups. Social networking howevsr¥ is stabili

ing (61% UK and 71% US) with the OxI|I S report sugeg
part of popular culture, there is a possibility that those who arengdt asé making a deliberate choice

not t o Baihostudses €an be interpreted as suggesting that social networking used of the Web has
come close to saturation point.

26.3.3 DEMOGRAPHICS

In both instances, the higher the income and the higher theé Edhaetational achievement has a rastice

ble influence on Web use and access to the Web in terms of devices. The OxIS report makes the statement
t hat 6t he vy o uwelleducategatintieitoybe thendost enlgaged online. The elderlg; the r

tired and the poorly educated tend® bt he | e a s t Across kothlrgports, the younger aige 0 .
groups tend to be the heaviest and most active Web users, with the wealthiest and most educated being at

the top of all groups also.

26.34 OVERALL

Although theJS studies are lacking in terms of their ability to make tangible connections between shifting
trends and demographic data, there are general elements that can be compared to the OxIS reports. The
level of depth varies markedly between the UK and USsrdpartarge parts of the statistical data can be
utilised and threfore parallels can be draWhe central difference between the approaches is that the

OxIS reports gather additional data in terms of education and household income, and therdfioge the shi
trends of Web use can be cross compared to these other elements. The PEW studie® o imot go

some instances, mention but do not sfidwggan & Smith, 204 Duggan, 2013) this additional data,

and theefore the same connectionghe reasons eannot be made. The most startling aspect to come
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from the reports is how closely matched the two countries are inftantsssing the Web as well as the
use and nouse of the Web. The most notable similarities being home broadband penetration,ahe stabilis
tion of social networking, increasing mobile and tablet Web access and the overall presence of the digital
divide (ligher incomes, better educated the most likely to be online).

Taking the OxIS findings, pulling in the elements that the US studies allude to, and bringing in the ideas of
the digital divide to the forefront, the author supports the idea that a idigibateinains. Regardless of

the divided be it the original digital divide, focussed on access to the technology or the secondary digital
divide concerned with usagehe fact remains that the greater the household income, the greater the
amount of edut¢@mnal attainment, then the greater the amourdrodfibat will be derived from the use of

the Web. Although these studies point out that vast groups within society now have access to the Web, it is
these latter groupshe wealthier, the wiser and yoeinge® that use the Web in different ways usifig di

ferent devices for different purposes. These users receidienafitom the Web which is accredited to

howhey use it, not simpiiyatthey use ifDutton et al.2013) Access in itself is no longer the issue.

The works offosun & Lajunen (2018hows that personality has a strong impact upon the activities that a
user petakes in online. The distinction is made through this work that it is not whether or not people use
the Web, but more importantly how they use the Web. Personality traits are likely to impact upon whether
they user uses the Web as an extension of ttialrvgorld, o6 in the case of neuroticishwhether it is

used as a substitute to the real woshah, Nojin Kwak, et al. (2081pport the idea thabwnot if or

how lorige Internet is used for that affects social capital. They draw the understanding with the-use of tel
vision; it is how it is used, not the duration of use that inffuersceimpsessions of it.

Parallels can be drawn between the ideas of persbimaliégyms of social capi@land Web use. High

levels of social capitathis idea of holding a natural sense of trust in diliecseases cooperation, social
engagment and reduces the perception of risk, amongst other thingggAih1é to the Web would-e

fectively mean that the marestinthe user, the lower their perception of risk and the increase inithe likel

hood for them to engage in different, wideviéiess, therefore creating a more rounded and robust online
experience. It is this aspect of experience that leads to greater benefits and further (ostitniliees

al, 20139t he same as thapbdbvaldues f bfengagethd racke bemefit e t he
they can (potentially) receive, often with a lesser effort (Riegelsberger, Sasse & McCarthy 2007).

Social capital can be perceived in one way as representing an attitude toward triusg and theda-f an 6 a
tude toward trustdé is something which isn&t creat
age show, household income and education have a strong influence, in much the same way that they have a
strong influence in term§social capital and trust (Fukuyama 1995; Uslaner 2002) in the offline world.
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2.7 SUMMARY

As recently as 1998, the verdict was still out as to whether the Internet would change the lives of the ave
age citizen as much as the telephone did in the 1939@6ag&raut et al. 1998However its impact has

been unprecedented; a factor that can be easily understood when we measure the impact of the Web on
society androthe econom{Odlyzko 2000)Much research has attempted to trace the effect, butthe i

pact is too extensive to summarise sh@tigi 2010)

This thesis argues that the Web has become what it has not purely due to the capability of the technology
alone, but more crucially due to the construct of trust and social Tagitaitial adoption, success and
continued growth of the Web can be viewedstimg on two key shifiseCommerce and Web Z0ust

has been identified as the keyGonemerce because it is crucial whenever untednaghinterdependence

e X i (¥Yadusafgai, Pallister, & Foxall, 2009 as trust is a tool for decisioaking in a situation of risk

(Siegrist, Gutscher, & Earle, 2066pmmerce in all its guises, product, services, advertising, searches, etc.,

is understood to be built on(Blanchard et al., 2011; Cugelman, Dawes, & Thelwall, 2009; David Gefen et
al., 2008; Kim, Ferrin, & Rao, 2008; Mcknight & Chervany, Zeegforeundestanding the relatie

ship between the two is vital.

However, theauthor recognises that trust is not only crucial to supporting eConasalicether ad-

ments of the Web require users to take risks, to engage, to interact, and to cooperatdybatid social
commercially. Trust is recognised as the factor that fatiistegiagemeriColeman 19883ooperation

(Putnam 1993) and this ability to overcome risk (Fukuyama 1995), and it is these aspects that make the Web
what it isTaking this into accourit,becomes evident that the construct of trust is not merely important to

the development and success of the feis crucial. The incredible growth in social networkingnrdemo

strates that as a space, it is about much more than overcoming the pskseassibciated with pursha

ing a product or using an online bank account. It has become just as vital a place to find information, a

place to stay in contact, a place to share interests, a place to seek entertainment.

As touched upon in the previoustge Chapter 2.6.3.4and as evidenced in the OxIS and PEW reports,

a difference in attitude is what it takes to make people engage, cooperate and take risks, aa#d it is these
pects that have madand will continue to makehe Web what it is. Thadtitude is linked to trust, aéd

as will be explained@hapter 3 the more people trust, the more open they are toward risks and therefore
toward tle Web. It is for this reason tlodfline elements such as personality, culture and more importantly,

social capital, are both incredibly influential and therefore incredibly important.

Trust, whether taken aloneimispecific association withoe@merce is an incredibly complex topic. It has
been investigated in various fields of science, such asppigilasad computer science (Massa 2007;
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Hussain et al. 2006) and vyet , there is no agreement about th

only depends on the context and the researchBightiyar & (dayan 2012)ut it is a subject that is

commonly misunderstoatfe with confusiorfMayer et al. 1998hd typically taken fgrantedConnolly

2007) Despite the challenge of defining trust, its importance and relevance to the Web and, m-turn the i

portance of the Web on societies in both developed and emmetims, demands that a better unde

standing must exist. It cannot simply be taken asdgageit is in much of the literaty(@astaldo et al.

2010; Connolly 2007; Luhmann 1988) the Web relies on trust without being able to understand what

trust is, or what trust is to the Web.
The following Chapter researches into the construct of trust from amoeptqerspective, it works to

outline the complexities involved with the topic with the overall intention of developing a comprehensive
understanding of trust and why it is vital to modern society.
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3 TRUST

The trust literature is not only broad amaried, but is predominantly concerned with wider topics that are

related to trust, as opposed to being focussed upon trust as a core concept. Trust is often regarded as an
important concept for understanding economic, financial, organisational ahadtaawes (Arrow 1974,

Putnam 1993; Guiso et al 20@8Evily et al. 2003; Knack & Keefer 1381 as such is understood to be
multidisciplinary fiel@McKnight et al. 2002Despiteconsensusn the importance of trust, there is less
agreement across the social sciences on how it should be(diefiha et al. 2012) 6 Mo s t researc
have defined trust accor di n@VcKnight at &d. 2002vhichprele i f i ¢ di
standably creates complexity as its definition would depend on the contextessarttie field within

which it is viewed fronBahtiyar & (dayan 2012)These complexities have arguably led to a position

where there is nagreecconsensus on the definition of trgdhdaleeb 1992; McAllister 199%)d at-

hough the importance of trust has been acknowledged within much of the literature, the matter of how it

develops and functions has received little systematic theoretical .attei@idhu ¢ h i nsi ght has |
the richness of the concept; however there is sti
much better what t rdastdldoetal.28l0)t han what trust i s

Put into relatively straightforward terBiggrist et al. (200&)plains that trust is a seen as a tool for dec
siortmaking in a situat of risk. Although simplistic, this definition embraces the core concepts within

trust, and it facilitates recognition of why 0&0in
would become i mpossible without trustodé (Warren 19
3.1 ISSUES IN DEFINING T RUST

Developing orthe understanding that there is broad consensus on the importance of trust, bet no agre
ment among social scientists on how to conceptualise it (Cvetkovich and Léfstedt, 1999), this section works
to shed light on how thjgosition becamé and continues to b&the status quo. Ehauthor carries the
view that muclof the understanding and complexity issues thassweiated witthe concept arise due
to:

i) The interdisciplinary nature of trust

i) Trust being a social construc

iii) Reification within the literature

This section explores these three points in more detail.

Chapter 3



Jiten Makan PhD. Understanding Trust and Confidence in Web Behaviour Page39

Supervisor: Dr. Maria Kutar

3.1.1 INTERDISCIPLINARY NA TURE OF TRUST

The interdisciplinary nature of trust creates complexity, definition dependsn the context and the
research fielftom which it is being consider@@ahtiyar & (dayan 2012 he concept of trust has been
investigated in various fields of science, such as philosophy and computéviase087; Hussain et
al. 2006)However, it is of interest to many further disciplioesstance within psychology, trust is-co
sidered in an interpersonal con{®eEvily et al. 2012)Vithin business, trust is focussed on the comme
cial supply chaifLi et al. 2012the consumer relationsltfiyalsh & Mitchell 201@nd is seen as being

O6paramount for product acceptance, a goodn- wor ki ng
ment , i nvest men(GardaMarza003)a f Tanslt sios oaldso widely r e
relational asset (Castaldo btals20l@eecsal, it is nelgvannhtd reoattragemens o

disciplinegRousseau & Sitkin 1998)

OTrust t ends t ecifidfields but notdacressl fieldsi andcdifferentsfiplds focus on different
parts of (Qotitere at al.r2@Fletefdre, it would be plausible to expect that whiateues-

sents would not only vary depending on the research field, but furthermore vary depending on the part of
the concept that is the focus of the resediradhthesis attempts to address this complexity by researching
the core concept of trust, takingpi account the work of philosophers and social theorists in or@er to d
velop a thorough understanding of it.

3.1.2 TRUST AS A SOCIAL CONSTRUCT

Within the social sciences, trust is recognised as a social psychological constfuatrungsb other

thingsa this link between the concept of trust and the ideas behind human behaviour. Tajfel and Fraser
(1978) explain that soci al psychol ogy has a diffe
and understanding humsocidiehaviour. The airs to study, as systematically as possible, the aspects of

the interaction between individuals, between and within social groups, and between individuals and social
system®f which they are a part. Wheonsidered from this viewpoint, it is challengingdduce any

perspective that is not in some way relevant to the field of social sciences. These iétpeagilens

groups, social systefnsffectively encapsulate the vast majority of, if not, all human interactions.

A O6construct &acomplea pspchologcal conaept;dn idea, a part of what makes us human,

that is made up of lots of smaller ideas. Berger & Luckmann (1966) identify that social congtruction co
cerns itself with the ways i n twhuocthi nigndd itvh ediural Gwre
reality. The construction of realitd &s the name would suggeabout objects of knowledge that are not

given by nature, but are ©6cr ea-ganddocdsy, ons typicallgih y . It
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flux and therefore what these objects représebjects such as justice, intelligence, aggressidnsetc.
subject to change through time and generations (Marsh et al. 1980).

These O6ideasd arendt i nevit ab ldecidedbydoei¢tyedennédrardd by
maintained through social interaction (Hacking 1999). Trust fits neatly into the premise that it is a concept

or practice that is the construct of a particul ar
that is developed between individuals or grfroups of
ring. Although appearing relaty abstract, the implications of thistlaa¢ trustis subjecto cultural and

soci al di sparirmieed Ay intatusedt i det herefore isndt
and nor is it expected to be consistent between individuals either.

This labebf trust being seen aseacial construct is a challenging factor to dispute, particularlyhevhen t

wider research into trust is considered. Upon acknowledging the work on trust from several prominent a
thorsd namelyUslaner(1999), Fukuyama (1995), Offe (1999), Putnam @l®@3gharacteristics of ie-b

ing a socially constructed become immediatel ppar ent . Al though some refra
psychol ogi cal constructo | abel directly, dthey eac
uals (or groups of individuals) and not by nature, comes in different forms, ardegiéfedant on factors

such culture, religion and society.

3.1.3 REIFICATION

The final and more interestingit regarding the challengadie f i ni ng trust i si- somet hi
cationd. This is whereby a c o ngdytadaptedtto fintlkeyneed 6for e x ¢
successive research papers, thus losing its original conceptual domain and increasing the range of construct
interpretationgLane et al. 2006)

AsCastaldoetal. (20®y esent s i t, Otrust schodrwtngtrushbygtr under e
ing the word oOotrustdé wcohbeht neaksdiaty]|] ywbhbher o hEk
validity for granted?o. When combining thie to the

comes understandable how confusion not only originates, but how it is further compounded.

3.1.4 SUMMARY

It can be logical to expect that much of the confusion surrounding the construct of trust is generated from
the simple fact that it is a social construct. As a construct, what it represents would not only vary depending
onther e s e apespgedivdiitsvould also change over time. As trust is multidisciplinary and pervasive,
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the angle and purpose for which it is being studied will also uncover different meanings and understandings,
thus adding an additi onal esearghamrthisaBdiebedetiby conflatingur e e
conceptualizations of the trust construct, inadequate understanding of the relationships between trust, its
antecedent s (&Gmmheirdotarf Kajuschadd3)ys 0

For the task of gaining a comprehensive understanding of trust, not only does the perspective need to be
clearly established, but furthermore an analysisabtrust dbas to be understood as well as establishing

the situations of relevance The aut hor subscribes to the motion t
t i on dAndaleeb 4992; MicAllister 1985) t t hat 1 sndt to saygvent canno:
context.

3.2 UNDERSTANDING TRUST

This chapter directs attention on understanding 6
trust i sd, as trusteétends to be somewhat |ike a
talkkel about , and it is widely assumed to be goodébi
vagueness creeps in (Porter, Lawler & Hackman 1975).

As there is no agreed consensus on a definition of trust, the research focus will be placed on the most
prominent trust literature in order to identify the characteristics ob thestelements that work te-d

scribe the concept, its purpose, its role, and its implications. Using literature from philosophers and social
scientists, the author is directing thcus upon the core concept of trust; the purpose of which is to show

a firm lineage of the views and concepts that are evident within the field. This understanding of trust is then
applied it to an IS context. One of the central point that emergeditan this analysis is the prevalence

of the idea that trust &and still largely remai@sa subject that is not only taken for granted, but is one

that is never the main topic of research (Luhmann 1990).

The author believes that the breadth apthds the trust topic is the reason as to why the literature works

to provide a comprehensive insight and analysis of trust, rather than the common approach of presenting a
clear and succinct definition. Attempting to draw parallels betweeseteliterature and ém a can-

sensus of views is where the challenge really exists. The literature shows that there are several closely related
concepts and constructs surrounding trust which become apparent, in part, due to both the interdisciplinary
nature oftrust, and due also to the lack of consensus on a definition of trust. None of these works provide

a complete analysis of the overall trust construct as each has its own specific focus; yet they still provide
detailed insight and perspectives that, wirehiged with the wider literature, enable a robust undkrstan

ing of trust to emerge. Although the works are notable within the arena of trust and are applicable to the
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field of information systems, they predominately approach the topic from the coptebasophy, pah
ical science and sociology.

The literature explains that trust is seen as a tool for dataimg in a situation of rigRiegrist et al.
2005)and is concerned with cooperation of known or unknown others (Putnam 1993; Fukuyama 1995).

Trust is focussed with overcoming (dikKnight etal. 200 nd i s i n effect ©6the bel
rel i e(biegrigienl.d005 6 Trust is viewed as a mechani sm wh
can occur whil e over comiMckyilyetlale20)Z)his islea ofbenefical-e mo r a |

changes is challenged within the works of Fukuyama (1995) who seebdingtag®ut positive bu

comes, not merely direct or predictable exchanges. It is the expectation that one will find what is expected,
and not what is feared (Deutsch 1973). Trust is considered of incredible importance to society through the
notion of coogration, when people trust they interact and they do so to solve common [fusiideras

& Conley 2003)Ultimately, trust is seen as an attitude, and therefore like an attitude it will vary amongst
individuals and will be shaped and influenced by personal expanieiscesal factors.

Although the above presents some of the characteristics and contentions surrounding the ideas of trust,
much more needs to be acknowledged in order to form a coherent and comprehensive understanding, and
this is the role of the folng work. It is for this reason that this subsection is ordered in the following
way, with the initial focus being on extracting the understanding of trust from the literature, leading to an
analysis of the related elements of trust and following setirale into the various types of trust that exist.

The chapter that follows takes the research into trust, confidence and risk and provides coherent definitions
along with meeting the research aims of modelling the constructs as processes (siiwfitalyif).

3.2.1 RESEARCHING TRUST

Gambetta (1990) sees trust as a belief; it is a particular expectation we have with regards to the likely beha
iour of others. And although earlier work within
how individuals actually acquire bel i efhsework( Bi nmor
of Fukuyama (1995) is based on the ideas of how trust is formed within sqcreyeantportantlyhe

impact its presence can have in the forradlscapitgSection 3.2.2.4.3)

Gambetta (1990) presents a definition of trust as being a particular level of the subjective probability with
which an agent (a trustor) assesses that another agent or group of agents (trustee(s)) will parform a partic

lar action, botlbeforiee can monitor such action (or independently of his capacity ever to be able to mon

tor it) and in a context in which it affects his own action. Or, as fdetatebes,it 6 when we say we
someone or that someone is trustiygrive implicitly mean that the probability that he will perform an

action that is beneficial or at least not detrimental to us is high enough for us to consider engaging in some
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form of cooperation with himd. eMsaa(lDI6) viewsdrgst e e me nt

a® to hold some expectations about something future or contingents or to have some belief as to how

another person wil/ perform on some future occasi

intended action witle appropriate from our point of view. Put more clearly, when a trustartrustee,

trust is granted on the basis of a positive expectation, in essence that the trusted party (trustee(s)) will act in

the way the trusting party (trustor) has exp#wtedto act, and the decision to trust is based on their own

perceptions of the trustee and the situation overall. A large component of truistinydhags the diff

cult task of assessing another patal$109%)decogmsagpaa ci t y

the perception dfustworthineséSee action 3.3.2or perceptions of trustworthingss

Barber (1993 x pl ai ns t hat when wehe intentios ¢f pthens aot te ¢héaeus,t i vel y
and in their knowledge asdk i | | to perform adequately over and a
and intrinsically fragile response to our ignoran
1984). What is being acknedged here is a consensus@mmannd E€.990) premise of trust, that trust is

viewed as tool for the reduction of complexity, for if we could be blessed with the unlimited computational
ability to map out all possible contingencies in enforceable contracts, trust would not be a pseblem (Da
gupta 1990; Lorenz 1990). As Fukuyama (1995) points out, trust i#t isedtastional for people to be
6rational 6 about every single choice theyemake 1in
cisions over the smallest matters.

A key point that distinguishes trust from other comparable decaiorg constructs, such as familiarity
cooperation, confidenastc (Section 3.2.2.3i2s t he understanding that o6for
be the possibility of exit, betra | defectiond (Gambetta 1990). Wi t F
(trustee) has the freedom to disappoint our expectations, and as such, not only is trust more-generally d
fined as a device for coping with the freedom of others (Luhmann 1879;984), but trust cannot exist

without this inherent presence of riBkustcan be said to be based on belief that the person, who has a

degree of freedom to disappoint our expectations, will meet our obligation under all circumstances over
which they aAve control (akin to Gambetta (1990); Luhmann (1979); Mayer et al. (1995); Fukuyama (1995)).
Control presents itself as a distinguishing component of the trust construct, as within a trust sstuation, tru

tors have no control, no guarantees, no safeguatds belief and expectation which means that risk and

vulnerability are present and required factors.

Adding to this is the understanding that ©O6trust i
on contrary evidenéea feature thatrkae s it vul nerable to destructiono
on a belief and sense of expectation, it has an inherent risk and element of doubt, and as Hume (1970)
points out, doubt is far more insidious than certainty; distrust may becomecéhefstsuown evidence

and in the case of failure, the outcome is never being trusted again. The notion exists that when trust fails to
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yield the positive expectation upon which it was granteéd)stoe would never extend trust to thatstru
tee again lfts differs from confidence as it explaimeskection3.2.2.3.2 Although we are willing torfo
give mistakes or unintended consequences, the intended betrayal of our trust is an issue of enormous pain
or distrust, and furthermore when the outcome ippisament of expectation, the trustor attributes this
internally in the form of regret (as opposeskfigning it tohance or probability as is in the casemf-
dence3.2.2.3(Misztall996; Luhmann 1990)

As implied, there is a strong lmtweertrust and risk (which explained more in more detail in section

3.2.2.2 Trust requires previous engagement on your part, as it presupposes a situafidhrefjuisks

the person involved (trust or ) ndtthe knéwdedge 6fthizrise-bh sk bef
ing a riskcomes from elements such as familiarity, past experience, behaviours, etc. However, the trustor
can avoid taking the risk, but only if they are willing to waiver the associated advantages that can arise from
a podtive outcome. Avoiding the risk means to withhold trust, which in turn means to eliminate-the chan

es of a positive expectation as there would be no interaction. A lack of trust leads to a withdrawal from a
tivities and therefore reduces the range oifliliies for rational action (Fukuyama 1995).

A trust situation is also one where the damage caused by a negative outcome is typically greater than the
advantage you originally s@a&utsch, 1958ptherwise the decisitmtrust would beeduced t@a qus-

tion of rational calculation. Because of this, the perception of risk would be heightened when an individual
lacks trust, and as a result no action would be taken; trust would not be granted or extended ®r the purpo
esof avoiding the risk. This heightened perception of risk is a key component that links the ideas of trust
and the health of a society as recognised under the term of sociaesataidh 3.2.2.4

Although much of thdlisztal(1996) work into trusthares consensus with Gambetta (1990), Luhmann

(1990) andMayer et al. (1998)ere is a strong criticism whereby the concept of trust is misunderstood

when it is applied to the sociahtext. The author disagrees Mibztab s (slt9a9%t6e)me nt t hat o6t |
expectation of stability of social context (one trusts that the train timetable will be the same temorrow) r

fers to the predictable rather than the cooperative character of a | orderd. Thee points
in this are with this perception of trust and a sense of predictability, and secondly this perception of trust
and a distinct |l ack of risk. The O6trai ntrated met abl
within the earlier sections, andBtenchard et al. (201skates, risk is necessary ffosttto exist. The se

ond criticism centres on the idea of predictability, as a known outcome cannot be considered a risk, even if
the outcome is fatal as there is no aspect of uncefittoityn 2004)SeeRisk sectiors.2.2.2 Misztal

(1996) further underplays the importanceafst t hr ough the view that O6tru:
any relationship where each partner has clear expectations of the other, and where there is a-time lapse b

t ween t he exchangWefindfissug with thielememt asstgoesgainst ¢he ideas of

Uslaner2002) and arguably makes light of the need for trust and the role it provides to society, he makes
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the point that trust is between peopl e, but mor e

on reciprocity,.@. a direct exchan@éere is also the aspect of time and its relationship with the construct

of trustd trust cannot be as simple as a direct exchange as it takes considerable time to develop and become

establishedThere is a link between this anduhed er st andi ng behind ®riendsh

nevolence, being nice for t he (Wschte& Covén 2018)slavi t ho ut

er (2002) pushes forward the view that trustors are not simply paying back good deedsiyyamas Fuk

(1995) outlines it, trust is not about narrowirstelfest. Within th Misztal (1996) work therés the

acknowledgement of ri sk, in that it is stated tha

emphasis put on how crucial this actually is.

Giddens (1990) appaches trust in a similar manteeFukuyama (8%) and Putnam (1993) by conside

ing it from a societal perspective. He separates trust in modernity into the three separate types of trust;

trust in personsgi) trust in institutional personal lives dndrust in abstract systems. He impliesttieat

work of Luhmann (1979) is too simplistic. In differentiating between trust and confidéh@e2 (3¢

Luhmann (1979) outlines that contemplating alternatives is a situation underwritten by a trust decision,
whereas a confidence situation is oreretly there is no alternative option. Giddens (1990) counters this

and explains that contemplation of alternatives ¢
trust. He carries the notion that within modernity, trust in its various forms imsakba aspects of daily

life work, which although carries some weight, this understanding downplays the concept. Giddens (1990)
views trust as representing something routine;ta-dayy part odp | tid ecommitt mme notl ée
necessarily a consgoact and finally that it can be held in abstract systems, but this is a perception that
Adams (20050ffe (1999), Gambetta (1990) Luhmann (1990%iagdst et al. (2005puld firmly re-

ognise as confidence.

Within a trust scenario, there are inherent aspects that are requitest fo be recognisedtasst (see

3.3.3.1and it is for these reasons why the author fails to adhere to the Wiész$at{fl 996) and Giddens

(1990) as within their works the concept of trust is undersold. There is little to no considefation for t
characteristics of trust, this inherent need for
direct exchange, that it involves a conscious assessment of trustvildyeressal. 199&hd ultimately

canonly exist between people (Seligman 1997). The literature showsMistdh{@996) and Giddens

(1990) work are not unique with regards to misunderstanding, misrepresenting or underselling-the comple
ity involved within the concept of trust as thigmiparf the reason as to why there is a lack of consensus

on an agreed definition as explained within the introduction of this chapter.

The next subsection sheds light onto the concepts that relate to trust, sudiaréy, faamfidence, risk,
etc;this is followed by research into the types of trust and finally a summary to draw an understanding of

trust.
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3.2.2 ELEMENTS RELATED TO TRUST

It has been mentioned in the earlier subsection (understanstiB@ there are other concepts and-co

structs thasaire strongly associated with trust, with some being misrepresented as being trust within the lite
ature, i.e. trust as a form of confidg@@ad 1972; Hosmer 1995; Lewicki et al. 1988)purpose of this

section is to illustrate the core differences betwderlated elements and in doing so explaining what it is
that links them together.

3.22.1 FAMILIARITY & COOPER ATION

The problem of trust according to Seligman (1997) is understanding what it is and how do we distinguish it
between the similar terms of faitlkl @onfidence, as these carry diffevalgnces (i.e. different emosion

and refer to arguably different types of soci al p
this idea of social action, which correlates to the points putdfdiyv@ambetta (1990) that trust i ult

mat ely about taking action. Seligman (1997) al so
reliability and predictability, which counters the perceptMiszihl(1996), but supports others by geco

nising that trust is about situations that cannot be predicted or relied upon as these have little to no inherent
risk (Gambetta 1990; Adams 2005). A further point regarding trust, which helps to distinguish it from other
constructs such as familiaritycooperation, is that within trust the rational persons seek evidence for their
beliefs (Lorenz 1990), which is due, in part to the levels of vulnerability and risk involved withi-a trust sit
ation, such as the trust e,di8 feedom, dnie disturhingt potentinlefdr e ¢ t (
diverse action (Luhmann 1979hi s Oevi dence seekingd is termed by
trustworthiness, and trustworthiness is not something than can be producédtatamitiot be coerced

and it cannot be promisidthe sense of a guaranteed assuaarbés in itself kills trudtlisztall996).

Although there is an overlap between the terms of trust and familiarity, it must be known that in spite of
them sharing similar traits, they by no means the same thing. Familiarity is an unavoidable fact of life,
whereas trust is a solution to a specific problem of risk. Fukuyama (1995) carries the view that personal d
velopment and experience play a key role in the formation of trustr avifiéch is also undoubtedly

linked to the concept of familiar / unfamiliar, and it is these similarities that sometimes work to blur the
differences.

Miztal (1996) explains that trust is essential for relationships, for cooperation, for exchamgssagd ne

for everyday i nt er ac tproduntoftrdstcraiherghar assourceafitrustandalack n a s
of cooperation can be a result of other factors, such as lack of sufficient information, rather than an absence
of tr ust 0 95)dhards copsemawes with I5ambetta (1990), Luhmann (1990) and Uslaner (2002), in

that he understands that trust is not the same thing as cooperation, and that trust is not necegsary for coo
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eration. 0 -mterkst, pdether with tbgalsmedhésibke contacts can compensate forban a
sence of trust and allow strangers jointly to cre
but this in itself is not trustVe areeffectively making that point that trust, cooperation and familiarity
share similarities in the sense that they facilitate interaction and create an ability for people to work together,
however decisions based on familiarity or cooperation are not the same as those basatiengksst
contingencies and circumstartbas are inherent to a trust decision are what differentiates it from anything
else.

3.222 RISK

The relationship between risk and trust is of key importance as risk is a necessary component of trust
(Luhmann 1979; Gambetta; 1988; Sztompka 1999). Interassiglyares an incredible number of-cha

acteristics with that of trust, not merely what it represents, but its implications, foundations and the fact that
both are social construct s. Ri sk is enflo8jycdlled i n t
it as O6risk and safety are not objective conditio
calcul ated by pr(Sidirgs1990bey ard sodailyedastracteda | y st s 0

The O6meaning of oOrisk@omhéssabwayng¢rosdieo®a 4.f188d)a gb y 0 wi
The Oxford English Dictionary defines risk as being exposure to the possibility of loss, injuryder other a

verse or unwelcome circumstance; a chandeatiosi involving such a possibility. Taking the use of the
phrase, 0adverse or unwelcome circumstancned it be
struct(Bartesaghi et al. 20B2)it is purely an internal calculation of external conditions that creates risk,

and trerefore can be highly subjective (Kogan and Wallach 1967). Risk is a result of social aed cultural d
velopment, how individuals view and understand it depends on their experiences, development, culture and
lifestyle (Fukuyama 1995; Putnam 1993; Hofst8@e I8@e distinction depends on our ability to differe

tiate between dangers and risks, whether they are considered to be remote or a matter of ilmmediate co
cern. The impression of the possibility of incurring a disappointing outcomé avoaidyst othefiactors

d depend on your own previously experienced behaviours.

Risk can only emerge only as a component of decision and action, so if you refrain from action, you effe
tively run no riskA decision of inaction remains a decision and this choice gfrtalastion would typ

cally house an inherénélthough often smallérrisk.Akin to cooperation and familiarity, risk is a general

feature of life and, not only is it that decisions cannot always avoid risk, but decisions based on trust cannot
avoidrik as it is an integral component of what make:s
pect of everyday |ife, a®wdrtl®8)ust i s bestowed as Yy
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A trust decision involves risk in btitle forms of uncertainty and exposure, and from acknowledging this it
becomes understandable as to why the notion is carri@evtieat trust is extendédhe individual must

care about the outcome of the event in order to consider and acceptThes rid&o works to explain the

rationale as to why trust cannot hold a sense of predictability, as a predicable outcome cannot be deemed as
a risk, even if the outcome is fatal (Holton 2004). A known ouldmespective of its nature or seveyity

hasm el ement of O unc e r;asaxplainey ibthereasmalrisks ibcanindt beia decisiont a
based on trust. Taking the above into consideration, the definition of risk can be labelled as:

Risk DefinitionRisk is exposure to a proposition of which one is uncertain, it is characterised by
to the individual involved and requires both expetaidyatzgphted from Holton 2004)

3.223 CONFIDENCE

Deutsch (1960) i ews trust as an individuals® confidence i
partner, and the belief that a relationship partner would behave as on€dsipkth et al. (201d¥0

explains thatrust can be defined in terms of confidence in, or reliance on some event, process or person.
Within much of the literature, confidence is implicitly synonymous witfZemdt1972; Hosmer 1995;

Lewicki et al. 199&nd although both the Deutsch (1960) and IGasta al. (2010) definitions of trust

correlate to the understanding of téuas discussed in the earlier secéidhe author views the use of the

term 6confidenced as being misinformed.

The role of this section is to not only form an understanflicgnfidence, but more crucially to identify

and illustrate the means by which it differs from trust. The author agrees with much of literature that al
hough they are comparable constructs, they are separate entities and thus, should not be-used as inte
changeable terms (Luhmann 1990; GambettaMii82@l1996;Uslane2002).

In line with trust and risk, confidence is also a social construct, and so not only is what it represents subje
tive, but is also dependent on ahdped and influenced by the spions of society. From acknogded

ing the trust I|iterature, it doesndt take |l ong to
distance to shed light on the reason as to why they are commonly viewed as being different labels for the
sameconstruct.

3.2.2.3.1TRUST & CONFIDENCE
The arguable outcome of trust and confidence sharing many similarities and overlapping heavily is the
common misconception that they are the same construct ei@mglgigishi & Yamagishi (1994)

acknowledge a difference and i n caatiomgf coenpetence,onci s e
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and trust is expectation of goodwil|l and benign i
of certainty we attach the outcomes is what separates trust from confidence. In a very straightforward way,
this represds the ethos underlying each. They both refer to expectations that may result irt-disappoin
ment ébut the most nor mal situation is confidence
di sappointedd (Luhmann 1 9r8ofe)custontary arfd hatbituad io satusegF a pr o
kuyama 1995; Misztal 1996) and is based upon a very specific referent, usually linked to famdharity, past e

perience or measures of protection (Adams 2005).

An understanding of this gives further insight int@t8ins and circumstances where such decision

making tools would be employed. Knowing decisions of confidence are customary and habitual, would
therefore not only limit its applicability to particular situations or circumstances that carry these qualities

but furthermore exclude it from other scenarios that demand more. Within a confidence situation, it is not
uncommon to expect a decision to be made without a conscious consideration toward poeential cons
guences, whereby the decision is driven by (&dtit et al. 2012We neglect consciously considering

many confidence decisions as the possibility of disappointment is not only rare (which moves them away
frombé ng trust driven) but more crucially because w
fidence is to live in a state of permanent uncertainty and to withdraw expectations without having anything

to replace them with (Luhmann 1990).

Thisviewpo nt means the required o6l eap of faithd (Adam:
trust situation is not required in a confidence situation as a positive outcome is not only expected but would
typically be predicable. This acknowledgem@nedittability supports the notion of confidence decisions

being madén a habitualfashion Confidence has a very specific reason based judgement related to the
probability of a specific event occurring, when a decision can be made on past behavivam pghe

sonal risk or uncertainly, then it is confidence (Adams 2005; Luhman@ri®80jhe defining attributes

of trust is that although it is granted on positive expectations, it also houses an uncertainty of outcome that
heightens the presencerigk, as there can be no measures of protection within trust. This is part of the

reason why trust i s seen as O6taking a |l eap of f ai

Situations where risk can be mitigated agauestprotection measures, guarantees, enforceable sanctions,
contractslitigation, et® are those thataeh adm dl edd by t he construct of <co
within a trust decision cannot be mitigated againsteaséto be a risk, ceases to be a belief,ceases

to be a 06l eap of faitho.

Another point thaseparates confidence and trust is the resulting behaviour when a situations or a set of
circumstances fall short of the O6positive expect:
work titled 6how can we Iilustiatestthatooerof tie &uhdbhnoemtal dispar i z e n ?
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ties is that when a trust situation breaks down, the reaction is one of regret, and the consciows and very d

|l i berate decision is made to discontinuoaeof hi s Ot

disappointment with the breakdown being attributed to bad luck, chance, or providence, but not oneself

and therefore the 06tolmebesand repais Withip éonfideace,disappointmentiisd e r e d

attributed to external factors, wiasrevith a trust situationis attributed internally by the trustor (taken

personally), hence come the premise that once trust is broken, it can never b@&efpaieddal. 2008;

Cofta 2006)Deutsch (1962klls usthat a trust situation is one in which the penalty (disutility) one suffers

if the other abuses that vulnerability is greater than the benefit (uilgg)rs if the other does not abuse

that vulnerability. This is why with trust, the damage caused by disappointment may be greater than the p

tential advantage being gained (Luhmann 1990).

OAnot her notion fr om edhs corflende prueiance assthetater Motdesd i f f er e
not essentially wolveimputing of intention; thefgonfidence or reliandehd themselves more readily to

the subjective probability approach. | may rely on, or have confidence in something (a bridgkefor exam

or in someoned® (Hardin 2004). T r -Mardaljt 20D4b)slameo nt r a st
1999; Hardin 2004) and can only exist between people, as they are the only units capable of feciprocity (O
fe 1999). This argument is both |dgica highly controversial in that it is effectively stating that the use of
thetermtrusto identify any process outside of an interpersonal sithatonrust in organisations, trust

in government, trust in objeéiss effectively wrong. Confidenwould be the logical term to be used in

such situations as there is no requirement for reciprocity and furthermore, the éwtoomas is with

the use of an objeétare expected and predicable (Seligman 1997). Something that the construct of trust
cannot support as it is not what trust is about.

3.2.2.3.2SUMMARISING TRUST & CONFIDENCE

The key distinctions between trust and comfidence
portant when familiarity is low. Confidence, on the other habhda is e d on high |l evel s
(Siegrist et al. 2009)he objects of trust are persons (or pelikerenities), whereas confidence can be

had in just about anythifigamilton & Sherman 1996; Ulimavargalit 2004;e8gman 1997; Offe 1999;

Warren 1999) Conf i dence #csutmucals mdree ra cslkexsstantnmirmd, ored ar e
can be mitigated against by protection measures such as guarantees, contracts, enforcement of sanctions,
safety nets, arhdtion, etc. This redundancy of risk supports the premise that confidence cande truly h

bitual to the extent that it becomes almost automatic. The expectation can be based on experience, familiar
ty, predictability further supporting the habitual natérehich, when coupled with mitigated or lack of

risk, supports cooperation, reduces complexity, allows society to function and has the potential to provide
benefit akin to the virtues of social cafftattion 3.2.2.4.1
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Seligman (1997) carries théamothat systems are confidence driven and that exchange relationships are

essentially familiarityiven and not formed by trust; &lso pushes the idea that confidence is what drives

society, what other authors consider to be a form of Wslan€r2002; Fukuyama 1995). He outlines the

distinctions between trust and confidence, and, in a similar fashion to that of Luhmann (19%9; 1990), e

plains that both are modes of reducing complekegping chaos at bay. The generalised expectation that

the oher will handle his freedom, his disturbing potential for diverse action, in keeping with his personality

o or rather, in keeping with the personality which he has presented and made socially vissbhehatfrust i

exists between people whemeagidencecan be held between people, but alsonhat is held in go

ernments, institutions, society, etc as there is an element of predictability with confideasiecansl

and Weigert (1986)tlined trust starts where prediction ends. Seligman (1997) adheres to the Luhmann

(1990) view of trust and c empdrsomleanaitons, butparticipaionindt r u s

functional systems like the economy or politics is no longer a matter of personal relation, tleerefore it r

quires confidence and not trustod. Seligmeom (1997)

fidence is held in institutions, he pointms out th

forcing role expectaticghslowever, this is an idea that can be challenged with the work of Offe (1999) who

explains that trust involvesipgocity in the sense that the trustee is aware that trust has been extended

towards them and their behaviour will be coloured by this kno@isoigething that institutions cannot

replicate. Luhmann (1990) adds that if the trusting act were to berdagmordthe play of reciprocity, an

exchange, or rational expectation of such, it would not be an act of trust at all, but an act predieated on co

fidence. This aligns to the previously mentioned concept of friendship and the expression of benevolence

(Westcott & Owen 2013)

The author supports the central ideas of Seligman (1997),rdmiarpéint regarding trust in institutions
(mentioned above) as this fails to hold up when wider considerations and peculiarities of trust are consi
ered, such as the point of reciprocal awareness (Offe 1999), ben@aitencean et al. 2007; Mayer et

al. 1995)andthe idea of having the possibility for exit, betrayal or defection (Gambetta 1990), the lack of
predictabilitLewis & Weigert 1985\ rguably, these things are not typically witnessed in institutions as
they cannot be aware of having trust held in them, they tgically have a disturbing potential fer d

vergence and they @&t some exterd predicable and reliable.

In summary, trust is significantly more complex and cannot be presenteehaslaitdk as confidence;

relies on many more elements tharfidence and has a distinct lack of information inherent to it; is only
attributable between people or pedigieentitiegthose with freedom of choice i.e. animeds) only ast

in a situation of risk or vulnerability, one where there are no gegcardafety nets; and one where regret
and a complete breakdowncobperatioris formed when a negative outcome is reached. In aclgrowled

ing this, it would be legitimate to suggest that all other comparable situations that fail to holt-these attri

utes drisk, vulnerability, etc, are handled by the construct of confidence.
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Confidence DefinitionThe belief that certain future events will occur as expected and is charac
based judgement on experience, esidgnosgdaoris of prosetajmed fr&megrist et al. 2005)

3.224 SOCIAL CAPITAL

6The term soci al capital has gained popularity du
can perhaps be traced back to the writings ofShsotlologists as Robert Putnam and Francis Fukuya

(Syrjanen & Kuutti 2008).Soc i al capital is a capability that ar
(Fukuyama 1995) . Col eman (1988) r ecforgonimerepsr it as
poses in groups and organisations?o. Putnam (1993)
such as networ ks, nor ms, and trust that fsacilitat

man and Wulf (2004) view itrae f erring o6t o network ties of goodwi
shared nor mal , soci al trust, and a sense of mut ua
these definitions are useful, they shed little light upon the condephdétsslore importantly, thend

portance of the concept. However, difficult to ignore from these definitions is the similarities it shares with

the concept of trugi specifically generalisedst (as discussau3.2.3.1.26 and the connections toleu

ture

3.2.2.4.1IMPORTANCE OF SOCIAL CAPITAL

I n addition to human skills and knowledge (referr
associate with each other is not only critical to economic life, but to virtually every other aspect of social
existence as well. Environments with high social aagiikability of people to work together for me€o

mon purpose in groups and organisati@weman 1988)lead to more successful societies that are
wealthier, wiser and oddly enough, hea{badren et al. 1997; Knack & Keefer 1997; Triandis et al. 1988)

Discussed more in depth in the follovwgngsectionSection 3.2.3.are two forms of trust, the concept of
generalised truahd the concept of particularised trust. Generalised trust is the equivalent of an individual

or society that houses high levels of trust and optimism, and results in having an accepting and rational view
of risk. Particularised trust is underpinned byelesis of trust and an attitude of pessimism, which results

in individuals carrying the 6defaultd response wh

be highly probable as opposed to being acceptalvikely
Generalisedtrustded s t o soci al capital; 6only people who c¢

particul arised t Uslandarl99@)i AltHouglh social capitahis seenlas thegorodutt 6f a (

society that is high in generalised trust, thess ithalunderstanding that social capital can be a furdame
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t al component that influences an individualsd di s
in social capital is one that is more likely to take a risk, therefore increasangg¢betharvesting a more
prosperous, successful and wiser s@cibgse are the virtues of social capital.

Fukuyama (1995) points out that a thrivinlg civil
utes that are shaped by culture. \Hew sticks to the notion that a strong and stable family structure and
durable social institutions can work to create this, but this is something that cannot be legislated into exis
ence in the same way a government can create a central bank or-as arguynent about trust is that

within society, trust is about supporting one another, not for an exchange or reward. This is an attitude that
is only developed by culture, which is formed not on the back of explicit rules and regulations, but out of a
set of ethical habits and reciprocal moral obligations internalised by each of the members. These rules or
habits give members of the community grounds for trusting one another (and is not based on-narrow self
interest) Uslaner(2002) outlines that it & more than merely being engaged within society to produce
trust, it is about this idea of bridge building with different groups within society and not just bonding with
likemindedthers ection 3.2.3.3

Social capital is this ability of peopledgperate anavork togetherit is built on trust and therefore trust

can bring witlit large economic value. Fukuyama (1995) illustrates this point by outlining that the decline of
trust and sociability has led to a rise in violent crime, civil litigatithve dmeakdown of family life within
American society. This is the economic cost, as more capital is required for policing, prisons, litigation, all of
which create barriers to cooperation. As economic life is deeply embedded in social life, incdenot be

stood apart from the customs, morals, and habits of the society in which it occurs. It cannot be divorced
from culture (Muller 1993).

It is identified that society needs trust, as it is a starting point for the derivation of rules for proper conduct

or for ways of acting successfully by reducing complexity in a given social system (Luhmann 1990). The
most effective organisations are based on communities of shared ethical values, therefore creating a society
that requires fewer contracts, less tegalation, and overall a reduction in complexity as prior moral co

sensus gives members of the group a basis for mutual trust (Fukuyama 1995). It allows society to function
in a more efficient, collaborative and collective manner (Burt 1992). Satiapeagies similarly to trust

in terms of reducing complexity and facilitating
with little or no social capital) will end up cooperating only under a system of formal rules and regulations,
whih have to be negotiated, agreed t o, l'itigated,
1995). Such elements not only hinder cooperation, but also significantly increase transaction costs, which

correlates to how a lack of trust within soaietyifests into higher transaction costs.
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3.2.2.42CHALLENGES OF SOCIAL CAPITAL
Trust is the expectation that arises within a community of regular, honest, and cooperative behaviour, based
on commonly shared norms, on the part of other members of that commurkheifDul984). Since
communities dependharust, and trust is in turn, culturally determined, it follows that spontan@eus co
munities will emerge in differing degrees in different cultures. This is one of the central challenges in the
development of sociepital, the understanding that the group has to adopt common norms as a whole
before trust can be generalised amongst its mednbeannot be generated by an individual acting on
their own as it is based on the prevalence of social, rather thdoahdivtiues. It takes an incredible
amount of time to establish, as it requires a culture to form, a culture made up of shared ethical norms and
values that are prevalent enough to become habitual amongst society or groups within society.

Humans are siped and influenced by culture, and people are typically embedded in a variety of social
groups against whose interests they have to balance their own, i.e. families, neighbourhoods, networks,
businesses, churches, and nat@renovetter 1985) 6 The most i mportant variahb
per se, but cultured (Fukuyama 1995). The most ef
shared ethical values. It is through this that the understandiigg® that individuals acting alone cannot

deliver social capital as it is based on the prevalence of social, rather than individu@ alealdies

1988)

Many contributors support the idea that high levels of social capital have positive eféestmdngtof
knowledge and expertise, on community building and the development of creativity (Huysman & Waulf
2004; Fukuyama 1995; Putnam 19812inerl999); however there is also evidence of dysfunctbaal b

iour resultant of such tighihit societiesHigh levels of social capital can also create problefsrtas
(1998)explains, it creates restrictions on autonomyralividuality resulting from the need tofeon;

puts restrictions on those that do not belong to the network, or a lack of awareness concerning changes
outside of the network (Cohen & Prusak 2@@ajional economic behaviour due to personal aversi

feeling of solidarity toward partners in the net@oktes & Sensenbrenner 1983)Jepedency on ag

tral actors and their loyalty towards the net{uwki 1997)

As it is built upon the foundations of generalised 8astién 3.2.3.3,2 is influenced anshapedy the

same factorand much wider, social factors besides. One of the classic examples is televisiort-news repor

ing. Negative and sensationalised news is understood to damage the social capital of a country or region
within a country, as news organisations are one of theigmificant actors involved in the social co

struction of riskStallings 1990; Gamson & Modigliana 1989; Short T88A)sed political cynicism as

well as the rise in twerfur news channels, andithee | ent | es s queensstd fhoams- & burr et ahkei
tinued to reduce the social fabric of North Ameriemt 2012; Arneil 2013 elective, unrepresentative

and damaging neweports have the capacity to increase the perception of risk and danger within society;
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with it comes the ability to impact soci al capit
which fuels particularised trust and with it, fuelsréaion of an insular society with its inherent, pgessimi
tic world view and restrictive economic development (Fukuyama 1995; Luhmann 1990)

3.2.2.4.3SOCIAL CAPITAL & TRU ST

An individual sd disposition to t oftedots(Secion8.3)leat ed,
and the author supports the understanding that social capital is a fundamental and influential component of
this. A society high in social capital is one that has a more rational and accepting view of riske-which ther
fore increasefi¢ chances of harvesting the virtues of social capital, this premise of a more prosperous, su
cessful and wiser society.

6Scholarly research | argely converges on ahe argu
nomic agents towards mutuallg t i sf actory, f air arnChstaidodtal.C@d)l v c¢comp
reduces the complexity for individuals whilst providing them with a sense of security by allowing them to
take for granted most of the relationships upon which they depend (Warren 1999). It npempdethat

share the idea that others can generally be trusted, as opposed to thinking that people will always try to
cheat us. It is understood that generalised trust leads to social capital and enables society to function as it
facilitates cooperation (Off699Uslanel999; Fukuyama 1995).

The author supports the view that 6soci al capital
realised from a society that is built on a sense of generalised trust. Some sociologists ttict the view

ci al capital can be viewed al most as a coanmodity,
bourd (Huysman and Wul f 20 0 #&intangitbled dapital tannotdosntor be und
accumulate without the type oftgre that develops generalised trust. The same rules of pessimism and
optimism, and more importantly, personal wealth relate directly to social capital in the sense that, for those
individuals with less, even a small loss can be costly (Offe 1999 amdtithgreater amounts are more

likely to take risks as the overall result of a negative outcome is affordable (Uslaner 1999).

Luhmann (1990) makes the connection that economic equality within society can lead to a sense of opt
mism, and so has the capat influencegeneralised truétcooperating with unknown others, reducing

the impression of risk and in turn, positively impacting upon social capital. The rationale behind this comes
from the understanding thedonomic equality gives the impresfiiahthe members of the society each

have a fair chance in life and the sense that they are in control of their own destiny. The outcome of this
combines to create a sense of generalised trust, stronger bonds between different groups of society, which
thencan create social capital. The alternative is also supported, that economicdineqlalifg gapeb

tween the poorest and richest in soéiéiels pessimism, seiferest and creates particularised trust wit
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in society. OThams eofatsotchheettyopd ommMd kxotntsi denr each c

muniy¢t hey do not perceive t o s loauhmanntl1899). Theaomeomd, at e wi

trust declines as people become more concerned about nasieresifwhich ithe antithesis of trust,

reducing social capital afidheoretically at leadtcreating the capacity to reduce social order (Misztal

1996).

Theseideasarewhyii s s e en tihtlketcrudble of tristaahd the healih bfan economy, rests

on cul tural r o o Trisstiin sfclety éan praaluneavirtied &f Soxial capital, creatingp-a wealt

ier (Knack & Keefer 1997healthie(Cohen et al. 199@hd a better educated socj&tyandis et al. 1988)
However,itmustdd r ecogni sed that trust is between peopl e
to create truswithin society (segection 3.2.3.3.1

As implied within the above, the literature recognises that trust comes in different forms, and the role of the
following section is to provide a deeper analysis into these types of trust and uncover what implications it

then has.

3.2.3 FORMS OF TRUST

In the trust literature, there are various types or various forms of trust that have been outlined and labelled
dependig on their characteristics and how they manifest within personal and social situations. Essentially,
thevarious ways of hoanindividual possesdand usetrust. For example, Uslaner (2002) discusses two

types of trust, moralistic trust and strategit,t Fukuyama (1995) talks about familiarised societies and
selfinterest societies, which correlates to what Yamagishi & Yamagishi (1994) refer to as generalised trust
and particularised trust. There are also strong parallels connecting the typaadtheugleas of how a

sense of optimism and pessimism work within societies, how they relate to trust and how they influence the
development of social capital (Rosenberg 1956; Colemaviig2@t 996; Uslaner 2002).

The role of this section is tsduss the viewpoints in an attempt to draw a consensus on the types of trust
that exist and how they add to the understanding of trust. The author carries the belief that much of the
work i nt o t he aréheavily everlagpéd within the iddgeoeralised and patlarised trust

as explaineih the works of Yamigishi and Yamigishi (1994) and Fukuyama (1995). This section begins by
providing analysis into these types, which then works to shed light on the other viewpoints that exist within

thesurrounding literature, and in doing so illustrates the overlaps and similarities that are apparent.
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3.23.1 PARTICULARISED & GEN ERALISED TRUST

3.2.3.1.1PARTICULARISED TRUST

Particularised trust, or sigferest, as it termed as by Fukuyama (1995) refers to indivaduaiyy ass

ciate with others of a distinctly similar disposition, whether this happens to be based on culture, religion,
background, family, race, etc. Societies and groups within society that instil particularised trust tend to not
only associate wijthnd trust implicitly, those of similar disposition, but refuse to extend any form of trust
to those outside of this scope. Usl aner (X002) re
plained irsection 3.2.3.3.Particularisettust isalso recognised as a society or individual that holds a cu

ture of collectivism, whereby there is an emphasis on group boundary, with preferential treatment extended
to ingroup member€Triandis etl. 1988)Ultimately, it is the situation whereby trust is extended only to
those of similar dispositidrbe it based on race, religion, nationality, culture, age, or persor@biyd etc

those outside of this group would be viewed scepticallgfasila @action, for the simple reason of being
outside of thegroup / different.

The implications of particularised trust are immense when applied to economic development. Particularised
trust is comparabl e t o aneamaherahdedyarvoneanatherjhoweveh at 0
they only do this for their own species...but for us humans to prosper we cannot take the narrow animal
view of only trusting our direct relation / commu
by a natural aversion to risk and can easily stifle the ability of creating social capital as it limits cooperation
to a narrow, select group. Particularisedo-trust i
operating with differentgrosip wi t hin society, itds about oédbondi ngdt

Particularisettust hinders economic development and prosperity as the availability of all the elements that
drive an economy, such as funding, skills, sharing knowlepgs, stphave a ceiling, it as it can only be
maximised based on what is available within this specifi¢frhupama 1995Putnam (1993) explains

the implications of particularised and generalised trust within Italian society, through his stdiffgen th

ent types of trust held between north and south, and how it has led to the creation of a more economically
devel oped oOindustrious northdé and an underdevel or
trust in the south has, amongst othergs, restricted growth, cooperation and impacted in the belief of
democracy. ©OParticularised trust often seems to b
putting too much faith in strangers. But ultimately it is-defe#iting stat egy ét hough one t h:
t o extr act Ugjanedd9%).eckerferalited wdstdh a(t whi ch i s present in t
o for those who can afford the risk, undergirds the attitudes that produce cooperation aitd (Rdasper

man 19 3 ) . 6When people only trust peopl e daieke t hem
from civic society, at worst they might reinforce prejudices against strangers when they interact only with

people | ike themsel ve @ faithlinepedple Ik durgelves asMeey shdérd am h a \
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values and may protect us from being exploited b

arendt wi l |(Greifd998iUslaneri®®Ok If weioslksscialise with people like ourselves, we

will not have the opportunity to get to know those from different backgrounds. If knowing a person leads

to trusting them, we will notwddop faith in people unlike ourselves. Having this confidence in others is an

essential part of what is termed as social capital, leading to widespread cooperation and the economic and

social benefits that can derive from(fhigman 1993)slane& Conley 2003)

3.2.3.1.2GENERALISED TRUST

Generalised trust supports cooperation between strangers and not just between individuals of a comparable
disposition. Generalised trust stretches through to wider societyriaacaczlose association to the pe

sonality trait of optimism (Putman 1993; Fukuyamal$8iaberl999Uslanek Conley 2003).

The positive implications of a society or individual that hold a sense of generalised trust is recognised as
extendingfabeyond one that is &6l i mitedévemsgnatpra Gener& ul ar i s
ised trust facilitates social capital, it fuels cooperation, makes us more comfortable with strangers and more
willing to put our trust where we might otheswist tread (Fukuyama 1995). It is this idea of bridde buil

ing withinsociety(Section 3.2.3.3.2 st udy has also found thatr 6a resi
alised trust and breadth of formal organisational memberships was more likelyaepeegeneurial

oppor tWwon & Arendud 2010)Vithin generalised trust, risks are viewed more positively, in the

sense that they are considered in a more rational light, rather than as a default negative as would be the case
with paricularised trust. Risks are more likely to be accepted and taken, which increases the possibility of
the resulting benefits occurring.

Uslanel(1999) and Luhmann (1990) see trust as moral resource, effectively meaning that individuals dow
play bad expences and cooperate even when we are not sure others will oblige. They explain that in parts

it operates similar to the role of familig@®negrist et al. 20059s people rely on their experiences updating
their expectations of othersd behavioworsof.-om t hei
miliarity and previous experience how trust cardyeas a tool for cestving (Offe: 1999), it reduces the
complexity in decisieamaking when risks are invol{€wfta 2006; Gefen 2008notter link comes from

the understanding that trust is also dependant on and coloured by economic circumstances; those with
more are seen to typically trust more as the impact of any loss is expected to be less harmful, making them

more likely to extend trustd more likely to carry an optimistic world view (Fukuyama 1995).
Particularisettust and generalised trust relate and overlap with the premise of pessimism and optimism,
which collectively influence the forms of trust that people hold. These igrdkedn®gether and-e

plained within the next section, disposition to tBu3t)
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3.23.2 MORALISTIC & STRATEG IC TRUST

3.2.3.2.1MORALISTIC TRUST

The 2002 work of Uslaner presents two types of trust, moralistic trust and strategic trust, each of which
manifests in diffent waysand haslifferent contingencies and different outcomes. One key thingthat se
arates thisvorkfrom others is that these types of trust are recognised in the light of generaliseduand partic
larised trust, as opposed to being a different tetfachfipthe same meaning.

The notion of moralistic trust is, on the surface at least, comparable to the concept of generalised trust as
discussed by Fukuyama (1995), Offe (B39®)orman et al. (2007); Mayer et al. (IB®&)central point

is the understanding that moralistic trust is similar, but not identical tosgenieusli, and that it is more
important that the typical form, whereby trust is as a response to the trustworthy behaviour ofrethers. Mo
alistic trust allows for a faith to be held in unknown others and carries the idea to treat people as if they
were trigtworthy. It binds us together, in that it makes people more tolerant; makes people provide support;
makes people more charitable; makes people work together to support economic growth. He concurs with
Gambetta (1990) in that they both explain that patyl¢hink that others will take advantage of them are
almost certain to distrust others, and those that believe others will not try to take advantage of us and are
more likely to take risks.

Generalisedrust is shaped by life experiences but moratigticis not(Uslaner 2002and the author

cannot wholeheartedly support this distinction for moralistic trust. The rationale being that if it were not
shaped by life experiences, this would equate to moralistic trust being akin to blind trust. Elowever, h
comters this and claims that ©O6it is foolish to tru
demand that. But it does presume that we trust mc
premise of generalised trust asewstdod byMcEvily et al (2012)and Fukuyama (1995) as well as by

Uslane 1999) in earlier work. The authords leddew of t
trust is arguable and provides little to no further contribution to the understanding of howks weitwo

in society.

3.2.3.2.2STRATEGIC TRUST

The alternative to moralistic trust is O6strategic
within societies that are of a similar disposition and so also correlated to the premise cfquhtticstlari

He presents the notion that strategic trust is the situation whereby an individual would only trust another

for some specific purpose such as an exchange, but for nothing outside of this. This is viewed as a dispos
tion of pessimism, which agdumrther parallels to the concept of particularised trust within the works of
Yamagishi & Yamagishi (1994)
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3.23.3 BONDING & BRIDGE BUI LDING

3.2.3.3.1BONDING

A central component of this subsection was to take the work of Putnam (1993) and his notior that me
bership to organisations or a civic associationsctesge then working to clarify it furthgslane(2002)

explains that this idea is too simplistic, and it must be recognised that trust within society cannot be formed
by merely being a member of a group. He adds to this by explaining that botdisg \tih a shared
interest) and bridge building (across to those without any commonalities or shared interest) preduces diffe
ent outcomes. Bonding has the capaditgoretically at leadtto create trust, but seldom does, and the
latterd bridge budingd is the element that creates trust within a society and has the capacity to-make pe
ple more tolerant toward minorities, etc. Bonding with those of a similar ilk and/or shared avielesst pr

the platform to produce an environment of particutaniast(Yamagishi & Yamagishi 1994; Gronlund &
Setdla 2011; Kwon & Arenius 20WhichUslaner(2002 refers to as strategic trust, and leads to trusting
others only when the need to isdifich as an exchange relation.

3.2.3.3.2BRIDGE BUILDING

This is the understandidgs touched upon in earlier sectidw$ how trust operates within society, the

idea wiereby individuals cooperate with other groups within society outside of their own. Ppo@tgork

out that bridge building is what geates trust within society aisdwhat facilitates the creation of social

capital. Bridge building is not just aboupe@ting, it isabout cooperating with known or unknowin- ot

ers outside of a typical group, be it different minorities, race, religion, etc. Upon recognising this, it becomes
apparent the similarities that this concept shares with generalised trust.

3.234 FORMS OF TRUST: SUMMARY

Trust matters (like friendshigestcott & Owen (201)3fpr the sorts of things that bond us to others-wit

out the expectation of reciproaoitygiving to charity, volunteering time, tolerance of minorities, @nd pr

moting policies that restrict resources from the richto the@oo Economi ¢ equal ity prc
those within society feel that each has a fair opportunity to succeed, therefore (theoretically) leads to the
development of a trusting attitude. Economic inequality has the capacity to compound pessistism and di
trustd a factor typically found within corrupt societisdahnerl999) Optimism can produce foundation

for trust as it shifts the perception of risk ant
within society.

Optimism leads toegeralised trust, which promotes civic activism, which creates a prosperous community,

leading to increasing optimism. Pessimistic people trust only their own kind. They withdraw fram particip
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tion in the larger society, and they never get the beneifitstaking and it mostly leads to peoplé&-wit

drawing from civic |ife. They dondot pslavewlp9®;r and t

2002). The connection can be made that optimism is deeply correlated with the ideas of generalised trust

and the development of social capital within society, equally as much as pessimism is lakedimnrisk

and the ideas around particularised trust. Although the terminology varies within the literature; the chara

teristics of each type or form of trdescribed within the earlier sections remain largely consistent.

Pulling the works together, the autbeeghat there are two types of trust that individuals and societies
adoptd a disposition of generalised trust or a disposition of particutarsse@ihe disposition, or prape

sity to trust, as it is termed by Mayer et al (1995), is essentially in reference to the individualsend / or soci
ties attitude toward trust, what sense of trust they hold and the implications it has emédkicigi@amd

society. The implications of each are immense, especially in terms of economic developmentmnd social ca
ital, but there is little discussion in reference to how these types of trust emerge. This is the rale of the ens
ing sections and specifically, difijam to trust is covered in sect®8.1

3.2.4 SUMMARY

There is an understanding of trust in partSjexgist et al. (20089ints out, trust is a seen as a tool for
decisiorma ki ng in a situation of risk. Trust is about
decision or judgement needs to be made aevier not to extend trust anotl{@ofta 2007)t is about

future actions and positive expectations (Misztal 1996). Irrespective of the context, a commaon thread ru

ning through most discussions of trust indicate that there must be an element of vulnerability in order for
trust to occuCorritore et al. 2001; Baier 1986; Warren 1999; Fukuyamd li89&)Inerability is o

monly referred to as rigBiegrist et al. 200B)t can be accurately viewed as any potentially negative or
damaging outcome (Gambetta 1990).

6Trusting a person means beobrisheishnatlikelyttohbbahbveimbhway of f e
that is damaging to us, and trust will typically be relevant when at least one party is free to disappoint the
other, free enough to avoid a risky relationship, and constrained enough to consider that relationship an
attractive option. And so, trust is implicated in most human experience, of course, to widelyedifferent d

gr eesd ( Gatmvavesthawillihhgh@s9tp make oneself vulnerable to another, and a simple way

of overcoming this is by relying on thosBviduals that share similar values or intentions to your own
(Yousafzai eal. 2009)It is not all about the economic rules diorel utility maximisatiofukuyama

(1995) argues against the idea that everyone is out for him or herself, and carries the alternative viewpoint
that people do things based on insufficient infi@mand ethic habits. For it is not rational for people to

be o6rational & about every single choice they make
decisions over the smallest matters.
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6Trust as an att i tgsituaeonsibya richomixiure aftfagtdrs, forrwhich wexealy e a y
clude coercion, since trust ©6can be promised and
1981). Neither can it be purchased or bribed, since, asolhtagh immortalised inikg Lear illustrates,

and attempt to O6buyd6 trust can only destroy itéo.

O0Trust involves a judgement, however implicit, t o
granting them the discretionary power over some good. When one &ustsepts some amount of risk

for potenti al harm in exchange for the benefits o
for bad things to happen for trust to be required. If the participant sees little risk of a negative outcome,
then trusis not necessaflanchard et al. 2011)

Question Understanding Trust

What Trust is the outcome of a decisioaking process in a situatigmisk

When It is concerned with future action and is underpinned by positive expectation

How It is a decision making process based on (socially constructed) willingness to trust, per
trustworthiness in the context of risk

Why Used to reduce conaxity through cooperation

Where | Between people in a situation characterised by risk

Table5: Understanding Trust

Overall, the author recognises trust as a process, a process with specific stages, conditions and particular
charateristics that combine to make trust a unique construct. This will be expanded upon further in the
following sections.

3.3 THE PROCESS OF TRUST

Trust involves a process as it relies on a decision that leads to an action. It must be recognised that in order
for a decision to be one driven by the construct of trust, it is necessary for it to incorporate \@arious attri
utes, characteristics and peculiarities. Bringing into account the literature from the previous aection, the a
thor sees the process of trusteiadp broken down into three elements:

i) Disposition to Trust

ii) Perceived Trustworthiness

iii) Judgement

The foll owing provides an analysis into each of t
the various antecedents and factors of influenaigexdl.
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3.3.1 STAGE 1: DISPOSITION TO TRUST

This refers to the initial stage of the trust pro&esgién 3 and is concerned with disposition to trust of
the trustor (the trusting individual). Disposition to trust is also referred to in the liteGapre asp ensi ty t

trustd® and are closely aligned t o (Sitkn& Pablh @982) of o6 r i
as they are both concerned with the same factors albeit from different angles.

The dispositional tendency to trust determines the amount and level of trust that a person has in the a
sence of available or experiential informatiowhich to base a judgemg@rotter 1980)The concept of

di sposition to trust parallels to o6risk propensit
to take or(Sikio& Rablmlod?) Whek&ér viewed as 6the | ikeldi
to take risksd, they are comparabl e tetupt@areal |y wh.

1999), but furthermore they are also comparable as they are shaped and influenced by similar factors. This

stage of the trust process is often thought of as the general willingness to tr(idgtrers al.9b5)

3.3.1.1 INFLUENCES OF DISPOSITION TO TRUST

Individuals differ greatly in their tendency to trust othees & Turban 2001; Gefen 20@6)it is infi-
enced and shaped by:

- Developmental ari@ersonagxperiences (kuyama 1995)

- Personality types (Misztal 1326@eman 1988)

- Cultural backgrounddjofstede 1980)

- Government policydslaner1999; Putnam 1993)

Within this sense, trust is a personalityc-charact
tions with the world at larg€hopra & Wallace 2003 hese four elements are understood to be the fou

dation upon which an individual forms their view of #ust. their disposition to trudthowevey at-

hough there are significant overlaps between these four, and no clear indication of chronology, it is difficult

to dispute the importance of what these components represent.

3.3.1.1.1DEVELOPMENTAL & PERS ONAL EXPERIENCES

Developmental experiences are condern&i t h an i ndividual s wupéringing
guence of early life experiences, such as a child asking for and receiving milk from a caregiver (Bowlby
1982), the child develops a stable tendency to trust in a broad range of §ratgori967)Primitive

life experiences cémositively or negativelys hape an i nfluence a plkrsonds
ers.
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A point that can be madepeboencebhdsi sdehadf tbprem
tions or responses to be automatic as the chances of the individual consciously recalling instances of early
childhood could be sl im. These experiensueha may sh
way that the reaction is handled unconsciously with no rationalisation behind the reasons why. In other
words, it is possible that experiences, whether positive or indeed negative, will colour their dispositional
tendency accordingly, and secoadly t hese are oO6unconscious®6 they may

The other side of th& personal experienc@ss concerned with egoing experiences, which are a typical
part of daily |ife. These can al s o rtieuarsikuationsass hap e
previous experiences will undoubtedly influence or shape future decisions. Although personaldxperiences
these orgoing occurrencéscarry a more linear connection to trust disposition, the literature places more
weight on the delopmental aspect of experiences as a means of shaping the basic attitude toward trust,
due primarily to the unconscious, almost automatic responses of an individual.

3.3.1.1.2PERSONALITY TYPES

Personality type surrounds the ideas of an individual havingudnaltténdencg and worldviewd of
optimism or pessimism. There is a clear overlap w
fundamental disposition of optimism or pessimism is something which is also set early in ow-lives (Col

man 190).

Being an optimist or pessimist is a psychological propensity that has been shaped by key life experiences,
which may have been coloured on an individual level, or a wider sodifléne1 999). Unlike delke

opmental experiencdsvhich are genalty specific to that individulpersonality can be shaped by the

society that we inhabit, it must be recognised that optimism and pessimism are more than just a summation
of life experiences; they are essentially a world view (Misztal 1996). Tihmyr nedlaes as least as much

as our experience (Coleman 1990) and crucially they reflect our expectation for dhe pointethat

would clearly influence an individual 6s dispositi

Optimism is seeas the basis for trust and, more crucially, economic equality within society cre#tes a bree

ing ground for optimism; it is the strongest determinant of trust. Uslaner (2002) illustrates thix{point by e
plaining that economic equality within a societythw@spression that each member has a fair chance at

|l i feédmore equal distribution of income makes tho
share in societies bountyd6, and the opposite is a

Clearly put, optimistarry a pasve world view, thus believingtlother people will be helpful. Optimists
are tolerant of people from different backgrounds, value both diversity and independent thinking and have
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confidence in their own capacity to shape the \(ditttal 1998;Jslanerl999; 2002; Rosenberg 1956;
Lane 1959)As they are not worried that others will exploit thistaiger1999), it makes sense for them to
trust(Rosenberg 19568)n the other hand, pessimistic people trust only their kind (if anybodshayall),
withdraw participation from wider society and, similar to particularised trust, they never gétstoé ben

risk taking (Fukuyama 19855]aner1999) as within pessimism the risks are perceived to be far greater and
therefore the likelihood of eaging is significantly reduced.

3.3.1.1.3CULTURAL BACKGROUNDS
Although there is considerable debate over the works of Hofstede, his views on culture and the formation

of culture withinthework i t | ed 6 moti vat i on ,baredlse pacakertthabof pukkand or g
yama (1995), as they share the idea that culture is created by shared irrational habits. It is created through
ethical norms and values that have been established over a considerable amount of time ane-cannot be cr
ated by an individual actigne.

Hofstede (1980) defines culture as the collective mental programming of the people in an envikonment. Cu
ture is not a characteristic of individuals; it encompasses a humber of people who were conditioned by the
same education and life experievfeen we speak of the culture of a group, a tribe, a geographical region,

a national minority, or a nation, culture refers to the collective mental programming that these people have
in common; the programming that is different from that of other gtdbps, regions, minorities oam

jorities, or nations. Fukuyama (1995) explains that when shared habits, norms and values s@pport cooper
tive behaviour then a culture of trust can emerge within the society. Cooperative horms act as constraints
on narrow déinterest thus having the capacity to create(lfnatk & Keefer 1997As culture is typika

ly formed over generations of time by generations of p&@apther than individuals acting alé@nit

makes sense to expect that culture is often difficult to change, and if it changes at all, it does so slowly
(Hofstede 1980; Fukuyama 1995)

3.3.1.1.4GOVERNMENT POLICY

The concept of government policy is closely linked to the other threedasphuatal bekground, pe

sonality type and developmental experiérices t hat it can shape and influe
tendency. Government policy can positively or negatively impact society, having the capacity to impact up
on an indiwiedtal 6cbad&ygeloamd, personality nnype and
me nt policyd i s notodemotratic, auto@atichud alsm itstcrea grinciples byt a k e s
which it operates, modern or traditional, feudal or capitalist aecbtinic and developmental dend

tions of the respective country.
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Only in democracies is trust perceived as being a rational garahky1099), as when heavy hand of the
state looms over society, it makes little sense to put too much faith itherqetaple (Levi 1996). Wit
in society, 6trust is underwritten by a strong go

such a government, cooperation woul Hardirel9®R)ear | y i m

The infamous thirtyear study of Putnam (1993) on civic traditionsoglemn lItaly illustrates howvgo

ernment policy can impact and influence trust within séeibtigh in turn impacts, shegpand influences

an i n ddispasiton ® ltrdsts The Putnam study was initially concerned with the fundamental que
tions of demoracy, economic development and civic life within Italy, however it eventually decame f
cussed upon why some governments fail and others succeed. It showed a significant disparity emerging in
economic developmedtas well as the related concepts of stapdtial, personality traits, propensity to

trust d between various regions, leading to a more industrious north and largely economically depressed
south. A core element that led to this disparity centred on the construct of trust and how it functioned in
society. When Putnam (1993) began his wornk in the
ment system to a government that was divided up into smaller regions. Over the thirty year period, he re
ognised that the branches of government that coseuth Italy were corrupt by nature, led with a sense

of narrow seffnterest, fuelling a strong aversion to risk, which stunted the economic development and cr
ated a society of particularised trust. He noted that within the southern regions, padpledbady to

only extend trust to direct family members orkmellvn individuals as the potential of lossfelam be

too great to trust openly and easily. The northern regions of Italy became ever more industrious with
stronger democratic valuesoistyer economy and was considered to be underpinned by generalised trust.
Bridge building, as it is termed by Uslaner (2002) effectively became a trait of the north, whether this was

socially or economically through the provision of finances.

It is necesary not only to trust others before acting, but also to believe that one is trusted by mthers (Ga

betta 1990). Putnam (1993) points out that in such circumg&tarieaeby nobody is prepared to take a

risk or put themselves in a position of vulnerabiliych side would find cooperation irrational, and will
therefore end up with an outcome that no one wamtsyrvestorn, overgrazed commons, deadlocked
government. O6ln the absence of credi bl dathdthenct i ons
ot her wi |l keep his word in the face of tiemptatio
ous northern part of Italy had regional governments that were more open, more democratic, riore suppor

ive of the population, which can tfacilitate optimism, generalised trust and the virtues of sdeial cap

t a lthés idea of creating a wealtlfienack & Keefer 1997healthie(Cohen et al. 199&hd a better ed

cated societyTriandis et al. 198&lowever, it mustdb not ed t hat 6democracy i s
trustora vi br ant Uslameldf@®9)nderhogrécies ti{at are badly divided by ethnic, religious, ec

nomic or racial clashes may only be marginally more trusting than autocracies that arelaiisddrly p

(Knack & Keefer 1997)
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3.3.1.2 DISPOSITION TO TRUST : SUMMARY

The influence that developmentalegigmce, personality traits, cultural background and government policy

can have on an individuals6 disposition to trust,
with regards to it. The author upholds the notion that there are two displottidencies that aniind

vidual can hold in relation to trdgsthe idea of holding generalised trust, or holding particularised trust as
explained witin section3.2.3.1.Jabove(Arneil 2010; Yamagishi & Yamagishi 188fgner& Conley

2003; Knack & Keefer 1997)

Disposition to Trust

(of the Trustor)
Qultural Backgounds
1 o Generalised Trust
7 (Optimistic)
W —
Personality Types
| W—, | W—

Government Policy

.| Particularised Trust

P > e
Developmental and | (resstilie)

Personal Experiences

Figure2: Disposition to Trust (Stage 1)

The four eémentsd cultural backgrounds, personality types, government policy, developmental and pe
sonal experiencéscombine to influence a trustor into having a disposition to trust that is recognised as

being either generalised or particularised.

Disposition to Trust Description
Generalised Trust Optimistic, cooperative, bridge building, leads to virtues of social capital

Particularised Trust Pessimistic, risk averse, reduces action, narravtesekt

Table6: Disposition to Trat

Trust is an attitude that allows fortesking decisions (Luhmann 1990). Applying this understanding to the
terms of ©O6generalisedf6 and O6particularised trusto
different, more adversght, a light which is socially constructed. A lack of trust simply withdraws activities;

it reduces the range of possibilities for rationa
and even early medication under conditions of uncedauhtrisk. In terms of the nmedSection 3.4e-
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low), the dispositional tendencies indicate the views of the trustor, which can be highly influential for the

next stage of the trust procégzerceived trustworthiness.

3.83.2 STAGE 2: PERCEIVED TRUSTWORTHINESS

This section focusses on second stage of the model, perceived trustw@tutiess3.sbelow. The

overall decision as to whether an individual extends trust to another is influenced firstly bysitieir disp

to trust (Section 3.3.JaBove), andhte n s econdly by their per émowti on of
trustworthy the person they are engaged with appear.

3.321 TRUSTWORTHINESS CHARACTERISTICS

6There is no agreement in the | iterat wmeradonafs t o wh
a tr ust(Canmolly RGO lukedéspite this lack of consensus, there are concepts that can be drawn
out upon which trustworthiness can be assessed. Through theelitéia author has identified three
characteristics that provide a robust framework to assess the trustworthiness of a trustee, a perception of:
- Competence
- Integrity
- Benevolence
Each of these three contributes a unique perceptual perspective froro wgnsider the trustee, whilst
the set provides a solid and parsimonious foundation for the empirical study of trust for another party
(Schoorman et al. 2007; Mayer et al. 1995; Peters et. aVitB8v)he wider literature on trdspartiai-
larly concerning trust within relationstépbese three factord competence, integrity and benevolence
continually emerge albeit under differing titles. Within the wivtkkafight et al (2002) and Mayer et al.
(1995) a categorisation of trusting badiefsmpetence (ability), benevoleaod, integrityy wasprovided
ard the combined results are illustrated in the table below.

Compe- Benewo-

Integrity Not Included
tence lence
1))
. a -
Article / Book § g . § § % 2 )
%] = > = %] @
g 2 g = 8 % > » =2 2 8 8 8 = s
S €| € = 5| o € £ 2| g ¢ S £ 2 B
£ g g gl 2 g g 238 <2 5 3 & 8
o = het L o © =
S & & o & & E 36 & & £ 6 8 %
Anderson & Narus 1990 X X
Baier 1986 X X
Barber 1983 X X
Blakeney 1986 X | X X X X | X
Bonoma 1976 X X X| X
Butler 1991 X X X X
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Cook & Wall 1980

Cummings & Bromiley 1996
Dasgupta 1990

Deutsch 1960

Dunn 190

Farris, Senner & Butterfield 1973
Frost, Stimpson & Maughan 1978
Gabarro 1978

Gaines 1980

Giffin 1967

Good 1988

Hart, Capps, Cangemi & Caillouet 198¢
Heimovics 1984

Holmes 1991

Hovland, Janis & Kelley 1953
Husted 1990

JohnsorGeorge & Swap 1982
Jones, James & Bruni 1975
Kasperson et al 1992

Kee & Knox 1970

Koller 1988

Krackhardt & Stern 1988
Larzelere & Huston 1980
Lieberman 1981

Lindskold 198

McGregorl967

McLain & Hackman 1995
Mishra 1996

Rempel et al 1985

Ring & Van de Ven 1994
Rosen & Jerdee 1977

Sato 1988

Sitkin & Roth 1993

Solomon 1960

Strickland 1958

Thorslund 1976

Worchel 1979

Yamagishi & Yamagishi 1994
Zaltman & Moorman 1988

Table7: Characteristics of Trustworthiness

x| X| X X
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X X X X| X

X| X| X X| X
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The table identifies that competence, integrity and benevolence are the three most often used terms for
trusting beliefghe following subsections provide a more detailed understanding of each of thése three a
tributes and how they combine to support the perception of trustworthiness.

3.3.2.1.1COMPETENCE

This represents the ability of the trustee to do what the trustor rdduegyit et al. 2002). Perceived
competence is defined as the skills, abilities and expertise of the trustee with regards to the specific domain
where the trustor is considering t{@teung & Lee 200 eferred to b€onnolly (200 s oabi | i t y o6,
perceived competence of the trustee within a specific domain is widely accepted as a crucial determinant of
trust (Peters et al. 199T)is understandably acknowledged as an antecedent t® irusbamal circu-

stance, it would be highly unlikely for an trustor to extend trust toward a trustee they perceiveto be inco
petent or unable to perform the task required of thamthis would increase the perception of risk as it
reduces the likelibd of a positive outcome, and further heightens the aspect of vulnerability.

Applied to the specific domain of online shopping for instaeees. Turban (2001lnderstand the pe

ceived competence to be evident through elements such as the website design, reliability, lsability, fulfi
ment of tansaction and the presence of security features. Trust is domain(zaedifi®72and as

Mayer et al. (1998)plains, this concern for ability is specific because the trustee may be highly competent
in some technical area (affording that person trust on tasks related to that area) such as be trasted to do an
lytic tasks related to their technical area, but the individual may not, for instance, be trusted t® initiate co
tact with an important customer.

3.3.2.1.2INTEGIRTY

I ntegrity is associated with aspects of ttise trust
a complex concept with alliances to conventional standards of daspiegcially those of truth telling,

honesty, and fairned8sas well as to personal ideals that may conflict with such stéd#&als 1987)

Although not necessarily disputed, the definition and understanding of integrity within atioastisitua

vary in particular degreese & Turban (200the s cr i be i P aa gpercdptioh thatthemusted t | n g
party wil|l be honest and adhere to an acceptable
view integrity as acting in a consistent, reliable, and honest manner. The relationship between integrity and
trust i nv ol pereeptiort thatthettrustees ddimere$te a set of principles that the trustor finds
acceptabl@ayer et al. 19930 line with competence, if that set of principles is not deemed acceptable by

the trustor, the trustee would mat considered to have integrity for our purp@deBall 1987)and trust

will inevitably be withheld.

Chapter 3



Jiten Makan PhD. Understanding Trust and Confidence in Web Behaviour Pagerl
Supervisor: Dr. Maria Kutar

3.3.2.1.3BENEVOLENCE

Benevolence influences the impression of trustworthiness as it is concerned with positive intent and good

motives t o a ateresiMeKnighhet al. 2002 Bdney retd@298) This idea of benevolence

within the trust situations is another construct with a diverse understanding, for lirgtalacBjrban

(200l i ew it as ©Othe extent to which the trusting

things rather t han gnadDBhillon@a0%)irecagrsse ihas the abibty of & cdmpang h e n

to hold the consumer interests ahead of its owmtsglst and the indication of sincere concern for the

welfare of the customers.

Benevolence is outlined as the extent to which a trussdieved to want to do good to the trustor, aside
from an egoc e n(Mayeretalpledghd in ackmawtedgimeetldis comes the idearand i

portance of reputatiodohnson & Grayson 200%here is an apparent overlap with the utaohelimg of
benevolencevhich Fukuyama (1995) and Warren (1999) refer to as reciprocity and moral ébligation
which they also understand as adnterestns t hat arenot

3.3.22 PERCEIVED TRUSTWORTH INESS: SUMMARY

As Mayer et al. (199pdints out, each of these factdrsompetence, integrity and benevolémagpture

some unique element of trustworthiness, and contribute a unique perceptual perspectivé fiflean whic
trustor considers the trustee. Each of the elements varies independently and a lack of one can result in the
failure to extend trust. High integrity and benevolence may be found within a trustee, but laek in comp
tence in a new field outside of thgjrical expertise may, for example, damage the perception of-trustwo
thiness for this specific task.

Disposition to Trust Perceived Trustworthiness

(of the Trustor ) (of the Trustee by Trustor)

e e e
Qultural Backgounds 4k Competence W
A N Generalised Trust
- (Optimistic)
( | W— | W—
Personality Types
p
dh Benevolence ‘
( | W—, | W—
Government Policy p
Particularised Trust
- ) oo N P
Developmental and ( N Intearit
Personal Experiences oty

Figure3: Perceivedrustworthiness (Stage 2)
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When combine® disposition to taustperceived trustworthihestrmer dictates the likelihood of the i
dividual to trust from the outset, and the latter provides a basis upon which a justification can be formed as
to whether trust will be extended towards a specific other.

Unl ess it i isdividubal tigpsitiort to timsiot edqugh tofla &asis upon which the judgement

should be made as to whether to extend or withhold trust to an unknown other; the level of risk inherent to

a trust decisiois too important for thia Theperceived trustwedhitlee means by which the trustor should

assess and make the judgement upon whether to accept risk by extending trust, or eliminate by withholding
trust. Or adMayeretal. (1998 p|l ai ns i1it, the question of 6do you 't

to do what?8 The issue on which you truste-them de

nevolence, but also on ability (competence) to accomplish it.

The extenshn of trust relies on two key questions: the initial question of whether the trusting party is wil

ing to trust, secondly whether the other party is worthy of their trust. These questions are fuither compl
cated by the overall context, the context thateded decision to be one of trust. This represents the third
element of the trust model and it is equally critical because a trust situation requires not just the process of
trust, but the peculiarities of trust that must be inherent within the circgmstan

3.3.3 STAGE 3: JUDGEMENT

The decision to extend or withhold trust rests with the outcome of the two stages identified within the
model of trus® disposition to trust and perceived trustworthiness. More than this, in order for the decision

itself to be onéhat is recognised legitimately as trust, it requires a set of specific characteristics, referred to
in this work as Opeculiarities of trustd. The tru
specific attributes that not only nsmkevhat it isg i.e.trustd but also stop it frorbeing another corap

rable construct such as confidence, cooperation, or fadekakrity (a8 is explaineth Section 4.®elow

confidence has a loosely comparable process to that of trust). Aisiast dac only be a decision based

on trust provided that these attributes are ughatd although it is critical to the constduttere is co-

siderably more demanded from a trust situation that risk alone.

3.3.3.1 PECULIARITIES OF TRU ST

Although there is discernible need for risk and vulnerability within a trust situation, there are édrther el

ments that make trust, trust. It is the presence of these elements, these peculiarities, these characteristics,
and these elements that separate a dedigioist@away from any other decisimaking construct. Some
authors take the appr oac hSiegrsteraé 20emdrothersgderitifg ept he m s i
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cific charact er i g$Ekberg 20073ackofinfoamatio@damg, 208, tack loficdnirot y 6

(Moorman et al. 1993pck of observation (Fukuyama 1993), etc. Within this section, the approach has

been taken to identify the various peculiarities of trust, as not onlyisipesvide clarity on the situ

tion(s) where trust operates but, more importantly it highlights the characteristics that enable @ understan

ing to be formed of what it is, and, just as impo

The sections above explain that tegbouta particular expectation we have with regard to the behaviour
of another (known or unknowripvolves an assessment based on the personality attibotesye-
tence, integrity, benevolentrust is granted on tleepectation that the trusted paisnot going to cheat

us and it requires us to be in a position of vulnerability asnhstde the possibility for exit, betrayal,
defectionHowever, in addition to thithe core peculiaritie$ trustd the elements that are not onér
quired, buare also in large part unique to tdemte equally as crucial, and are summarised as:

- Damage incurred from a negative outcome is greater than the advantage being pursued (Deutsch
1962)

- Disappointment is internally attributed, such as regret (Luh@@hri-ikuyama 1995)

- No protection measures, no guarantees, no assurances (Adams 2005; Seligman 1997)

- Cannot be coerced or promised as that in itself kills trust (Misztal 1996)

- Trust is only extended with the belief of a positive expectation (Seligman 1997)

- Can only exist between people (Offe 1999; Seligman 1997; Hardin 2004)

- No expectation of reciprocity as straightforward exchanges are ndstamsi{999)

- Free to avoid the risk but choosing not to trust (Luhmann 1990)

- A lack of information, a lack difluence, lack of control (Adams 200&yer € al. 1995;
Moorman et al. 1993)

- Alack of observation (Fukuyama 1995)

- Requires a 6l eap of faithd (Adams 2005)

- Risks cannot be mitigated aggiNstsenbaum 2001)

- Once broken, cannot be repaif&efen 2003; Cofta 2007)

- Requires uncertajnbf outcomgHolton 2004)

- Known or predictable outcomes are not {sisenbaum 2001)

One of the main peculiarities of trust to emerge is that it is a process that can only exist between people.
Fukuyama (1995) aktslaner(1999) explain that trust requires a sense of regipaidigation andebd

nevol ence, and O6only persons, as soci al adé¢tors, a
ance with which is necessary for the reproduction
to become aware tha he has been trusted, and develops a se
strictly speaking, only actors can be trusted, as
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1999). Trust can onl y e xipsssibility totewtebetrayalpdefecidnndcaas 6t h
betta 1990) as the trusted party has a freedom and a disturbing potential for diverse action over which the

trustor fas no control (Seligman 19%8rts of théd pecul i ar i t i es oofeemin Figuet 6 ar e
4 below.
Model of Trust
Disposition to Trust Perceived Trustworthiness Judgement
(of the Trustor) (of the Trustee by Trustor) (On the Trustee by Trustor)

T
Qultural Backgounds Competence Extend Trust
Generalised Trust
(Optimistic)
Personality Types
f aq
] wson —
(Pessimistic) L
Integrity Withhold Trust HAERY SIS0l Q @
shape personal experiences

Government Policy

Particularised Trust

Developmental and
Personal Experiences

il

Figure4: Model of Trust Process

This third stage of judgement is the part of the model that encapsulates the peculiarities of tnast that co
bine to make trust what it is. Without thesegattteristics inherent to the decision, this is the point at which

the decision fails to be dbased on the construct of trastdinsteacbecomes a similar entity such as co

fidence. For example, a decision assumed to be based on trust wherebgdhebeskstigated against

through a guarantee and the outcome is predicable is a decision that is based on confidence and not on trust

as the peculiarities are not upheld.

3.4 SUMMARISING TRUST

The research concentrated on the core concept of trust, thef fioust that is recognised as facilitating

modern society and supporting cooperation between known and unknown others. Although there are se

eral key works that push towards a consistent understanding éfMagr et al. (1995Fukuyama

(1995), Luhmann (1990), Gambetta (1998laner(1999), Offe (1999¢onnolly (20079 there are still

texts that ©O6use the word oOtrustdé without nhecessar
structds f ac e (Castltoietal 2OOné result ofthisaistd madobg the confusiois

for reasons such as this that trustisicahe r e d a 6 s | iepopoemn y2 OnGo2)i,o nad & cNoonoct e p
to discuss but hard to pin down (Keen et al 2000)

trust does tQGastadoet&dl.2@10)t r ust i s 0
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The first thing to emerge from this research wadtbgmition that trust is effectively a process made up
of the following components:

Stage Description

) » How trusting the individual is (dispositional tendencies), which is sha

Disposition to Trust ) )

influenced by personal experience, developmeunte cul

_ _ How trustworthy the trusted party is perceived to be, this is influen

Perceived Trustworthiness _ ) N ,
part) by the propensity to trust, in addition to the trustees characterist
Whether the decision been made to extend trust orhtooldittrust, this i

Judgement based on the outcome of the above, and is a situation of risk contai

peculiarities of trust

Table8: Stages of the Trust Process

It is the peculiarities of trust that focus the concept down totayh@ireby it cannot exist in its true sense
unless these elements are present throughout. For trust to be trust, it requires this process arid these pecul
arities otherwise it falls short of being trust and starts to become another comparablaalenjsion-
struct suctas confidence or cooperatidine complete process of trust factors in detail expressed within
the literature and is understood to be as follows:
Model of Trust Peculiarities of Trust

Disposition to Trust Perceived Trustworthiness Judgement
(of the Trustor) (of the Trustee by Trustor) (On the Trustee by Trustor)

Developmental and
Personal Experiences

Quitural Backgounds Competence Extend Trust
Generalised Trust
(Optimistic)
) N
Personality Types
‘@ i
N Benevolence Decision Qutcome
) N
Government Policy
Particularised Trust

(Pessimistic) |
Integrity Withhold Trust ARy SISOl q @
shape personal experiences

Within these phases of the trust mode! (WS\HZER ¢\ D 2NBY S YR WIESSY §/ithe
peculiarities of trust must exist. These are the necessary elementsthat separate a decision
based on trust away from any other comparable decision-making construct. These are in part,
what makestrust, trust.

* See Peculiarities of Trust below

Peculiarities of Trust
Trust isa process that can only exist between people asit requires a sense of reciprocity, benevolence and integrity. The trustee has freedom for diverse action, thus maintaining

the premise that within trust, there is always the possibility for exit, betrayal or defection. This supports the idea that extending trust puts oneself in a position not only of great
risk, but a position of vulnerability.

In a trust situation, there are no assurances, no protection measures, no guarantees, and no safety nets; trust is extended purely on perception which is why it is considered a
Y8 L 2T AKQ

Although trust is only extended on the basis of a positive outcome, the outcomes cannot be predictable as known outcomes by their very nature cannot hold a sense of risk. Only
an unknown outcome can involve risk. Atrust decision requires a lack of information, a lack of influence and a lack of control.

Figure5: Model of Trust Process (with explanagjon
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The process shows how each stage influences and shapes the next; finally legduigeoetiitase

where the decision as to whethesxtent trust withhold trustmade. As the diagram demonstrates, when

trust is extended, the result of thergualoutcomes t hen t r a n delvedopneental dnad peisondl ot

experieceswhi ch can t hen i ndispogitomto sekplainad wighin deeti®®.1Isi ons a

above.

3.5 DEFINING TRUST

This is the stage where the thesis cantdvirged a definition of trust; from the above it becomes clear that

the work has presented an understanding of the trust process and distinguished it from other comparable
(and somewhat overlapping) constrictthe literature there are two works ontttinat stand out to the

author in that they carry the most accurate and complete view of trust; these are the research of Castaldo et
al (2010) and Adams (2008)e author takes these definitions of trust and using the above research, d

fines the core caept of trust.

3.5.1 CASTALDO ET AL. (2010)

Castaldo et al. (201@ke the approach of presenting an analysis of the trust construct, and so rather than
producing a narrow definition of limited scope, this work provides a robust frathatvaskes five parts

to accurately encapsulate the premise of trust, the context and the antecedents. The definition is broken into
what they | abel as the five main obuilding bl ocks
of literature ito trust thus ensuring that the fundamental considerations within a trust scenario-are unde

stood and acknowledged.

This definition considers trust as:
- an «pectatigar abeliefareliancaconfidenaad synonyms/aliases) that a
- subjedistinguibed by specific characteristics (honesty, benevolence, competencies, ared other ant
cedents)
- will performfuture acti@ised at producing
- positive residtghe trustor

- in situations of consistgmtrceived asklvulnerability

Bringing thistoghter , trust is ©6an expectation that a subje
positive results in situations of perceived risk
the above 6buil di ng ustbemgrecoghisedamdideneithin thesfirststagesAsi dea o
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has been illustrated within the eafiection 3.2.2.3.tonfidence and trust represent different constructs
with different processes. Although they share many similarities, they aremat thiegldslaner1999).

I f the i de acordidefcéit s use mbeé cdgf mom the first stage o
the author finds that what remains is comprehensive in that it convincingly entbfaaagdls of what

make trusttrust It also functions well in separating the understanding of trust from the other cofparable

and commonly confusédconstructs of cooperatigilayer et al. 1993) holds the central idea that trust

involves riskand vulnerabilit{Siegrist et al. 2001 a judgement based upon the perceived competence,
integrity and benelence of the trusted pafyerva et al. 2005; Bhattacherjee ;280@)is understood to

be a belief and not a guaranked the trusted party will aim to perform and produce the desired, positive
outcomg/Adams2005 McKnight et al., 2002)

3.5.2 ADAMS (2005)

A less prescriptive, but equally complete view of trust is provided within the voik®®{2005)ho

takes the approach that trust is a broad referent and scope judgement on a personlil@ @etisgn

that is characterised by risk, a specific lack of information, lack of influence and by the need to take a leap
of faith from what is known to wihia unknown.

Although superficially vague, this definition not opihplds the components that separate trust from
compaable constructs aooperation and confidendait does so in a more committed and determined

fashion in comparison that ofCastaldo et al. (201Thebroad referent apkgudgenieitis idea of di

position to trust as well as contemplating and assessing the competence, integrity and benevolence of the
trusted otheb i.e. their perceived trustworthimel adds the furtherrdension of the judgement being

based upon a person (clikgeestityA shortfall of this definition becomes apparent from the ymse- of

sontlike entiy, as this counters the core point put forward within the peculi@atiiastrust can only be

extended between people as it must support the idea of integrity, benevolence and more crudially reciproc

ty. It is arguable as to whethed @ e # § ke e teditimatglydmeat ther requirements set down by

trust; potentiallyraanimal has the capacity to show benevolence, integrity and competence but whether an
animal can satisfy the peculiarities of trust completely is where a challengé tefhainsee def i ne tr u
way, it is meaningless to trust an institutionsasitio trust oneds bicychpe, as n
rocally. Like a bicycle, institutions can never be the object of genuine trust, but only the objects of empirical

or theoretical knowledge and beliefsd (Warren: 19

The latter three compentsd this need for it tanvolve ris&specific lack of informetidiack of influedce
are central points that separate trust from the construct of confidence, and identifies some ofithe peculiar
ties of trust. Risk is necessary to {{Bigter 1986; Warren 1999; Fukuyama ,19®bgverAdams (2005)
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goes one step further by explaining that a specific lack of information is alsy,neb&ssadds to the
premi se that there dZae19y2) Gbhaer éhtbekdosfwi il oehcesb
ther extends this idea of reducing rigkigthe risk is low, then trust is not necessary. Having the ability to
influence not only countersenf the peculiarities of trust, but can be used as a method to reduce risk by
enforcing sanctions, guarantees, or using contracts, but in doing so would cease for it to be trust (Dasgupta
1990; Lorenz 1990).

The final element is the most crucial @kéd the previous three components and pushes the point further

by emphasising that trust requires a leap of faith. It requires the commitment to make oneself vulnerable
(Rousseau & Sitkin 1998; Mayer et al. 1995; Siegrist et alitBO06having the benefit of a safety net,
guarantee or any other form of protection from the possibility of harm. It is a ¢dableo iprotection,

itds purely Bapdgement that, jauthke @leomeesxplains, is shaped and influenced by the
trustingp a r édigpdsision to trust just as much as it is by their perception of the trusted party, with regards
to their comptence, integrity and benevolefldémannMargalit 2004; Mayer et al. 1995; Schoorman et

al. 2007tslanerl999; Gambetta 1990; Adams 2005)

This aligns to the ideas (Deutch 1962) of trusting behaviour, defined as consisting of actionséhat, increa
one &dnerability, to anothermo s e b e hav i o ugcontrd, inm sittatiom m dldch theoperea 6

ty (disutility) one suffers if the other abuses that vulnerabiliigtés gran the benefit (utilitghe gains if

the other doesot abusehat vulnerability.

3.6 TRUST DEFINITION

Bringing the elements of the above chapter together, the author presents a definition of trust as:

Trust DefinitionTrustia j udgement based on the percept|
is characterised by risk, a need for vulnerability, uncertainty of outcome, a lack oh¢dentiobflamk
ence, aodrries with itmeasures of protection, guarantees or assurances. Trust is only extended
expectation, as the damage caused by the abuse of that vulnerability is greater than the bene
broken it can never bedrepaire
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4 DEFINING THE CONSTRUCTS

The previous chaptdemonstratethat trust is crucidb modern society, particularly widgard to the
influence it iseernto have on economic development and shifts in social ordegchiipters have also
identifiedthe difficulties associated with understanding trust, the lack of consensus on a definigon, the mi

understandings and thésmepresentations of ttrest concept overall.

The researcliterature explains thidie trust constructs necessary for Web adoption and furthermore that
it influences and impadi¢gebuse Chapter 2bov§; research into the core construct of truetal for an
understanding to be established. Trust is a process, and within are a collection of peculiarities that are ne

essary to a sitiian of trust.

I n short, trust is a O6processd, and wdsdalyfoma t he pr
situation to be recognised as a trust situation. When carrying forward this view of trust, a disparity begins to
emerge in that many of the peculiarities and parts of the trust process cannot be legitimately pushed across
to the Web context. 1@ central reason behind @h&ss explained within tipeevious chapter, Section 3.3.2

aboved is the knowledge that trust is a construct thabmgnexist between fJeogpleelies on a sense of
competence, benevolence, integrity, reciprocityatmsligand the need to place oneself in a position of
vulnerability; a position whereby the othestegarty possesses the disturbing potential for diverse action
(Luhamnn 1979; 1990; Seligman 1997; Offe 1999; Warren 1999). The Webogramreedystem, not

a person or indeed even an entity that has free choice, and it is for disparities such as this why the author

upholds the view that trust is a construct cannot exist on the Web.

The role of this chapter is to present the central outcomeslibdithture in a succinct fashion as a preface
to the research methods. A crieference will be made between aspects of the research aimscand obje
tives against the literature, as well as providing a synopsis of the research process toréotiaing he
parts of this chapter:

- Summarise the construct definiti@ssk, confidence and trust

- Thecentradifferences between confidence and ¢arsdtructs,

- The process of confidence,

- The process of trust,

- Updatedesearclaims and objectives.

Following this will be the next chapter on research methods
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4.1 CONSTRUCTS DEFINED

The previous chapters research into the literature surrounding the trust related constructs of risk and conf
dence, the working definition of each have been established as follows:

Risk DefinitionRisk is exposure to a proposition of which one is uncertain, it is characterised by
to the individual involved and requires both expedaigyazgpted from Holton 2004)

Confidence Definitionfhe belief that certain future events will occur as expected and is charact
based judgement on experience, esidgnosedaoris of prosetajmed fr&megrist et al. 2005)

Trust Definition'Tr ust i s a judgement based on c¢tommeternm
is characterised by risk, a need for vulnerability, uncertainty of outcome, a lack of control,rifick
encancarries with it no measures of protection, guarantees or assurances. Trust is only exter
expectation, as the damage caused by the abuse of that vulnerability is greater than the bene
broken ¢an never be repaired.

4.2 TRUST & CONFIDENCE

Section 3.2.2 explains that there are sever al rel
trust; something which further perpetuates the confusion surrounding the topic. In the thieratmre,
struct of trust aligns closely to, and is commonly confused with the constocfidéneéereby the

terms of trust and confidence are used interchangeably and are used to define one another.

Although both are decisiomaking constructs, they diffetime sense t hat &confi dence
competence, and trust i s the Yemagishi&tYanagisbilQ9mf goodw
some this difference may appear inconsequential, but to the author it represents one of the key factors in
understanding the how trust and confidence aresboifar and yet also both very different. Put simply,

the applicability and context for confideldased decisions and trbhased decisions are at opposing ends

of the spectrum; although they may both represetisiand involve an element iidk there is much

more to consider.

4.2.1 THE DIFFERENCES

There is the credible understanding that the construct of trust is a construct that can only exist between
people(Seligman 1997, Offe 1999, Warren 1999) and itugotladtributes of integrity and benewaleas
shown within the modéhat indicate toward this. In order for trust to be extended to another party, a pe
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ception of integrity and benevolence must be sensed by the trustdd awemngst other thingsthe n-

herent lack of protection, the prese of risk, the requirement for vulnerability, etc. As trust relies on little

more tharbeliefthe decision to extend trust saatpart on the perceptiam ftrustworthines®which is

built on the perception ebmpetencand the human characteristitgtegrity and benevolence

- Integrity in Trust
Integrity is a complex concept with alliances to conventional standards of dnesalitgially
those of truth telling, honest, and fair@ess well as to personal ideals that may conflict with such
standardgMcFall 1987)

Although not necessarily disputed, the definitions and understanding of integrity withirua trust sit

ationvary in particular degrekse & Turban (200t)escr i be it as O6the trust

that the trusted party will be honest and adhere to an acceptalfle sgtr i nci pl es & .

Chen and Dhillon (2001) view integrity as acting in a consistent, reliable, and honest manner. In

other words, the relationship between integrit

trustee adheres to a séfprinciples that the trustor finds acceptéidiayer et al. 1998kin to

competence, if that set of principles is not deemed acceptable by the trustor, the trustee would not

be considered to have integrity for our purpddeisall 1987)

- Benevolence in Trust
Benevolence iseen to influenceustworthinesgasit implies a perception of positive intent and
good motivegMcKnight et al. 2002; Doney et al. 19983 idea of b@evolence within the trust
situationss another construct with a diverse understanding)stancel.ee & Turban (2001)

viewita o6t he extent to which the trusting party

things rather than just maximising profitd.
company to hold the consumer interests ahead of its owreselt and the indication of sincere

concern for the welfare of the customers.

Trust is a particular expectation we have with regard to the behaviour of another (known or unknown) and

the expe@ation that the trusted partynist going to cheat us, despitem tavirg the ability to exit, betray
or defecfrom the situatiofiGambetta 1990; Mitsztal 1996; Seligman.1997)

If a decision is made based simply on ctampe and guaraniéieen this decision is not facilitated by the
construct of trust, as withotlite risk of defection or betrayal thé@nis not trust, just a mere calculation
whereby risks can be mitigated frdfarthermore, as outlined Missenbaunm2Q01)simply satisfying one
strand of what trust {or instance, this requirementcoimpetgnbat ignoring the others attributesref
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tegritandbenevolemeans it cannot be classified as ffims. is in part where the confusion between trust

and confidence exists.

Bringing

tence,

and

t he
t he

it back to

trust i s

wor k
expectation

of Yamagi shie- & Yama

of goodwill a

competence and pretibility, it can have measures of protection; can be extended to objects, gover

ments, systems as well as people. Confidence decisions carry less risk by their very nature due to both the

fact that the outcome is predicable but also because is the matcdraegrotected against, can ba-infl

enced. Unlike trust, a confidence decision does not place the trustor in a position of vulnerability and nor

does it necessarily give the trustee complete freedom of action over which we have no control.

4.2.2

SUMMARISING THE DIFFERENCES

The following table is presented in order to shed light on the key differences between the constructs of trust

and confidence; through listing their respective attributes it should become apparent that not only are they

both closely relatefut they are also very different.

Characteristics

What is it about?

Requirements

Risk

Breakdown /
Failure

Parties

Key attributes

Trust
DecisionMaking
Belief
Uncertainly
Integrity
Benevolence
Uncertainty
Vulnerability
Competence
Reciprody
Required
Considerable
Internally attributed
Regret
Once broken, cannot be repaired
More damaging than the advantage be
pursued

Extended to other people only

No control

No influence

No protection

No guarantees

No assurances

Extending trust gives freeddor diverse

Confidence
DecisionMaking
Predictable outcomes
Competence

Predictability
Competence

Not necessary
Can be mitigated from

Externally attributed
Chance

Measire can be taken
Unfortunate

Extended to people, systems, objects, |
ernments, organisations, entities

Measures of protection

Risk can be mitigated from

Extended on the belief of positive expe
tion

Decisions can be habitual
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action (vulnerability)

Extended on the belief of positive exae

tion

Decision is always consciously conside
Table9: Trust & Confidence Characteristics

4.3 TRUST AND CONFIDENCE PROCESS

The manner by which trust and confidence vary, and yet how they are both similar can also lde demonstra
ed through the modelling of each respective prdtckespraess of trust and the process of confidence.
Comparing the model of trust (as developed from the literature in section 3.4) and generating an equivalent
model of confidence (through the definition as presented at the start of this chapter) cleatiyeoutlines
implications of that which Yamagishi and Yamagishi (1994) explained above.

4.3.1 PROCESS OFTRUST

Model of Trust Peculiarities of Trust

Disposition to Trust Perceived Trustworthiness Judgement
(of the Trustor) (of the Trustee by Trustor) (Onthe Trustee by Trustor)

. __ - Y S —
Qultural Backgounds Competence Extend Trust
Generalised Trust

(Optimistic)
. \
‘ Personality Types
[ —
] . mds.on oeome
-

S~
Government Policy ':
i J shape personal experiences

Developmental and
Personal Experiences
N
Within these phases of the trust model (WS\EBZER ¢\ 2NBYSC yR WIESSY §/ipthe

peculiarities of trust must exist. These are the necessary elementsthat separate a decision
based on trust away from any other comparable decision-making construct. These arein part,
what makestrust, trust.

Particularised Trust
(Pessimistic)

* See Peculiarities of Trust below

Peculiarities of Trust

Trust isa process that can only exist between people as it requires a sense of reciprocity, benevolence and integrity. The trustee has freedom for diverse action, thus maintaining
the premise that within trust, there is always the possibility for exit, betrayal or defection. This supports the idea that extending trust puts oneself in a position not only of great
risk, but a position of vulnerability.

In a trust situation, there are no assurances, no protection measures, no guarantees, and no safety nets; trust is extended purely on perception which is why it is considered a
48 L2TFAKQ

Although trust is only extended on the basis of a positive outcome, the outcomes cannot be predictable as known outcomes by their very nature cannot hold a sense of risk. Only

an unknown outcome can involve risk. Atrust decision requires a lack of information, a lack of influence and a lack of control.

Figure6: Modelof Trust(with explanation)

The process of trust (see Figure 6 above) is concernedmptterce, benevolence and integrity of the
trusted otherthe trustdgecause of peculiarities involved within a trust situation, such as the laak of prote
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tion, lack of influence etc., the risks are heightened and therefore the onus is placed ogteheecomp

integrity and benevolence. This goes some way to explain the reasons why trust takes a long-time to esta

lish and the reasons wihyst cannot be placed on objects and the reasotrustfdlye ci si ons ar endt

ual.

As the process of confidersteows (see Figure 7 below) although it is similar in terms of being a decision

making construct, the elements involved are very different. Confidence is about competenceaand predict

bility, it can have measures of protections and can be extended togobvjEtisients, systems as well as
people. These decisions are carry less risk by their very nature due to both the fact that the odtcome is pre

icable but also because is the outcome can be protected against, can be influenced. Unliké-trust, a conf

dence dcision does not place the trustor in a position of vulnerability and nor does it necessarily give the

trustee complete freedom of action.

4.3.2 PROCESS OFCONFIDENCE

Model of Confidence

World View Perceived Qonfidence
L (of the Object/ System/ Another
(of the Individual) by Indivdlual)

a0

Qultural Backgounds ':

—

Optimistic
(High Gonfidence)

Personality Types

Government Policy

( —
Developmental and
Personal Experiences

I

Pessimistic
(Low Gonfidence)

How Gonfidence Differs From Trust

S

P
hﬂ;q Predictability

Decision

Judgement
(on the Object/ System/ Another
by Indivdual)

Engage
(Confidence)

Withdraw
(Lack of Confidence)

e
Outcome
-

KN M dECRY &0
feeds back to shape personal
experiences

Like trust decisions, confidence is also granted on a positive expectation, but the element of risk can be reduced and there is no requirement for vulnerability.

A confidence process relies on the perception of competence and the predictability of the outcome. Unlike trust, confidence is a process that can exist between a person and an

object, system, or indeed another person; trust can only be extended between people.

Qonfidence often has inherent protection measures in the form of guarantees, assurances, come backs, and the implementation of sanctions, all of which combined can reduce
risk to insignificant levels. As a result, confidence decisions can become automatic, habitual responsesthat are not consciously considered.

Figure7: Model of Confidencg@vith explan@ons)
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4.4 RESEARCH PURPOSE

As the literature process continued, the initial research question, aims and objectivesn(@bapteed
1 above¢ were developedrtherto include some elements that were deemed useful or potentially insightful
by the athor. These are restated below with the changes highlighitegl in

- Research Question:
- The research questiondgtstand trust and confidence and how the work on the Web

-  Research Aims:
- To gain an understanding of risk, confidence and trust
- To understdmmv these constructs work in the online environment

A third and fourth aim that was developed during the course of the research
- To develop a motihe tfist process and a mocehfidémeecess
- Investigate and model trust construdts on the We

- Research Obijectives:
- ldentify key aspects of Web use for social, domestic and pleasure
- Investigate the significance of risk, confidence and trust with regards to Web use
- Identify the relationship between risk, confidence and trust antidanwdtiey relate to

Through the literature emerged a definition and understanding of the risk, confidence and trust constructs.
Knowingwhathese are enables an understanding to be develdprgboevenif these constructs can

exist and function in the Wetbintext; this in turn gives a more completes of how to support and iofl

ence Web us@he literature shows that there is strong support of the idea behind there being different
types of Web useddirst generation user (FGU) and next generation &t @ who perceive, interact

and access the Web in different ways. An element of the study is to see the prevalence of this, and more
importantly if the constructs of risk, confidence and trust are perceived differently in an onliee®ntext.
Chapte2.6 above).

To briefly summarise, the literature has identified that althskigan exist within both @nfideraoed a
trustsituation, and they are both decisi@king constructs they &i@wvevercalled upon in different oo

texts for different @sons and embrace different concerns with different requirédoafitdence is a ne

struct used for decisions that are focussed on competence and predictability of outcomes and can also
house measures of protection in the case of failure. Trust, imsimuch deeper in that it is aboui-dec

sions whereby there can be no measures of protection or guarantees, and therefore often house greater le
els of risk as they are decisions that are purely based on impressions of competence, beneva@ence and inte

rity.
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The literature has identified that althougican exist within both@nfideraoed arustituation, and they
are both decisiemaking constructs they are however called upon in different contexts for different reasons
and embrace different comcewith different requirements.

The following chapter is focussed on the approach to research, the available techniques and the methods
adopted for the study. It handles this process by first dealing with research methods, secondly illustrating
the jusfiication and explanation of the adopted approach, and the final component is concerned with the
re-design of the specific data capture technique that was used for the research.
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5 RESEARCH METHODS

This chapter analys#ise elements, techniques and apgresigsed to design a thorough piece ofrinfo
mation systems (I S) research. The accuraceg and va
lated to theapproach that has been adoptethigsultimately guides and shapes the processes involved

There isaconsidered structure to the overall research design process and the following sections provide a
comprehensive illustration of this.

To provide clarity, this chapter has been broken down into three core sections, as outlined below:
Research Methods Chapter - Sections

Research Method: This provides an analysisinto the realm of ISresearch, identifying the aspects and
methodsthat must be considered when attempting a thorough piece of research, leading up to the chosen
approach of diary study-interview

Diary Sudy: This chapter coversthrough a detailed analysis of the diary study approach, appliesit to thiswork
and leads through to a pilot study and its subsequent redesign.

Interview: This chapter is concerned with the interview element of the research, coversthe formulation of the
design and specific approach adopted for the study.

Figure8: Research Methods Chapter Sections

A complete summary of the implemented diary-Bitetyiew approach is provided as the final part to this
Chapter(Section 5.8 ielow.

5.1 RESEARCH DEFINED

According to McKenzie, Polv& Usher (1997), research is a response to a challenge; it is undertaken in
attempt to solve a problem and as individuals we undertake research everyday whether in our personal lives,
as students or as part of our professional cirean be definedylone of the following processes: study,
gathering information or the discovery of new things. In some sense, research can be ndrchécted a

gorised into two fielddasic researalr scientific research. Althgiu both forms are used to gamde-

standng and/or provide answers to practical problems, there are key differences in their impetus and ex
cution. Basic research, also referred to as casual human inquiry (Babbie: 1992) is largely fuelled out of cur
osity, whereas scientific research uses @isracset of processes, procedures and techniques (May: 2008).
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The Oxford English dictionagxplains that researchiséhe y st emat i ¢ i nvestigati on
and sources in order t o establ i sdnsemsasdnttte literatude r e ac h
on how it should be definedéhowever, from the mart

agreement that research is the process of enquiry and investigation; it is systematic and metiodical; and r
search increasesnowl edged (Collis & Hussey: 2003).

Babbie (1992) explains that science makes inquiry more explicit and provides techniques for dealing with it
more rigorously that casual human inquiry; this conscious, rigorous and explicit approach is what separates
scence from casual inquiry. Scientific reseantfaiacterised as having structured ways of capturing and
managing datand information (Bryman: 2008lhe i dea t hat ©&6scientific inqu
making mistakes and therefore takes speciar ecauti ons to avoid ehroro (B
es to research carry with them the need for data to be gathered through empir&tinmegin®bser-

tion, experiment or experience (Shaw & Jarvenpaa: 1997). The classic exampbalakesegith is to

use a scientific method(s) to test a hypothesis; this would produce results that are observable and therefore
testableScientificor empirical research is, in a very simple sense focussed upon the creation of theory, the
testing of hypihesis and the measurement of observable data.

As itis concernedvith the sociocultural aspects of human behaviour, the research conducted within the
PhD leans toward the categofgocial sciences reseaashppposed to approaches such as appéect sci

es, formal science, or life sciences research (Bowlings@€i@Pxcientific research is gnerposive and
rigorous investigation that aims to gener &te new
ically with the identification cfgularities in social process, thus expecting to help us understarsd the pre
ence, type, extent and causes of problems and the way one could control them (Benini: 2@30). Social r
search is based upon empirical research, evidence based dindemtshydie researchgéBarantakos:

2005).

Within the above, there is acknowledgment of an established framework to the process of comducting scie

tific and/or social scientific research. Such a framework, particularly within this aceEnasi@n enabler

asit allows the researcher to investigate in a structured nhacaeralso be viewed as a constraint as the
researcher,ito some extentestricted within#h b oundar i es oifersity im researéder a me wo r k
flects diversity in the parametersthati de it d ( Sarantakos: 200 %) . It 0
derstands that the efficacy of the research and its eventual results rely upon the appreciatiog and compr
hension of this structure.
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5.2 RESEARCH STRUCTURE

The purpose o structuresithat isadds rigour and provides techniques that facilitate the research process

and assists with regards to avoiding errors. 0 Res
with a number of criteria such as its focus, its methogsyitspos e and its umderl yin
takos: 2005)

Although there is consensus surrounding the significance of a research framework, the inteerent comp
nents are subject to interpretatidachof the various research methteld explain in theirown partia-

lar way why iis crucial for each of these elements to be fully understood and analysed wheradesigning
piece ofsocial research. Even thoughdtterentterminology exists, numerous prominent authors in the

arena support this idea of anroze! | 6research frameworkd (Bryman 20
Clark 2007; Teddie & Tashakkori 2009) as it effectively governs, guides and shapes the research.

The diagrambelow is an illustration of the differences in approach that are witigienthe literature, the

intention of which is to show that although there are differences in the terminology, the overall premise and
spirit is consistent.

Qeswell (2003) Sorantakos (2005) Bryman (2008) Teddlie and Tashakkori (2009)

ByRERIS waNY SoaNmaGyaeyazy o2 SR C T (NI piecnis  difren peture el wih the e, phicamphicd asumptions, and. bresk  he
element islargely consistent. ethos of supporting a piece of social research. approach down into seven individual stages.
m:;?éﬁ Ontology Theory & Research Approach
Research Approach Episteomology Episteomology Logic
Research Method Methodology Ontology Episteomology
Research Srategy Axiology
Ontology

Possibility of causal
linkage

Possibility of

generalisation

Figure9: Alternative Research Structures
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5.3 ADOPTED FRAMEWORK

Crotty (1998) and his work on the foundations of social research suggest a more thorough and logical
framework to facilitate the process of social research. Unlike many other works within the field, his stru
ture relies upon each elem@epistemtogy, theoretical perspectivesthodology and methodsesiding

in a specifiplace thus leavirgehinda clearandlinear process. Babbie (1992) outlines a Hayletview

and in doing so manages to sum up the social research process very uegnctlg t etiresdiencg gf i s
knowingnd the methodology can be calhexdscience of findinggaim, Bhough different terminology is

used the author supports the warkCrotty (1998) in favour of others for the gipalreason that it has a

clear chronological process; a process that deals with all the elements involved comprehensively and in a
manner that works to inform one another

The Crotty approach to the social research process appears to exclude the role of ontology from its four
stag@s, and despite this, it is important to explain its relevance to social research. Ontology is the theory of
the nature of social entities, in other worlds it is about whether the social world is regarded as something
external to social actors or somethivag people are in the process of fashioning (Bryman 2008). As is
shown in Section 5.3.1 ontology is closely related to epistemology.

As pointed out within the work of Crotty (1998) writers within the research literature have trouble keeping
ontologyad epi stemol ogy apart conceptually. &é6Ontol ogi e
or better as to what ©6soci al researchd ish-suppose
odologies about the nature of knowledge, or aboutcatiats as a fact and where knowledge is to be
sought & (Sarantakos, 2005) . Put cl| ewh h,jwijthitredt ol ogy
nature of existence, with the structure of reality as such. Crotty explains that, werelidedgvithin

the framewor k, it would sit alongside epistemol oc¢
theoretical perspective embodies a certain way of understdnadiifggntology) as well as a certain way of

understanding/hat it mesto knof@pistemology).
Epistemological issues and ontological issues tend to overlap and merge together, and with that in mind it is

a factor of the social research process that is handled within the first stage (epistemology) or-as Crotty e

planst , 6to talk of the construction of meaning is t
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Epistemology: The theory of knowledge; the way of explaining and understanding how we know what we
Epistemology know (Qrotty: 1998). Teddlie and Tashakkori (2009) (BN il & YKS NI (lRyHA BTKS 1y20 NR (KS 1y26Y:
(KSyT ERTKS Y26 (S5 HYRAB AT (RyQ

Theoretical Perspectives: Also referred to as the philosophical assumptions, or paradigm, this is a set of
propositions that shed light upon the beliefs of the researcher with regards to hw the world is perceived; it

Theoretical Perspective contains a world view, a way of breaking down the complexity of the real world, telling researchers and social
scientists in general what is important, what is legitimate and what is reasonable (Sarantakos: 1998; Patton:
1990).

Methodol Methodology: This is a model which contains theoretical principles as well as a framework that provides
ethodology guidance about how research isdone in the context of a particular paradigm (Saratakos: 1993).

Methods Methods: Also termed as research method, these refer to the tools, instruments or techniques used to gather
and analyse data related to the research question (Qrotty: 1998; Saratakos: 1993)

FigurelG Adopted Research Structure (Crotty, 1998)

Further tothe brief descriptions provided above, thieviing sections coyen much finer dail, the &
ternative tools, techniques and perspectives that are applicable to a social researcher and are used to shape

and facilitate the research process.

5.3.1 EPISTEMOLOGY

O6Epi stemol ogy i s Badblee: 1992). ik is coacermefl with the tveony gf &knowledge
(Teddlie & Tashakkori: 2009) and is about explaining and understanding how we know what we know
(Crotty: 1998). Epistemology deals with the nature of knowledge and how it is acquired, twhme it is
sought, its possibility, scopedageneral basis (Hamlyn 199&rantakos 2009).6i s concer ned
providing a philosophical grounding for deciding what kinds of knowledge are possible and how we can
ensure that they are both adequate and kditend ( Maynard & Purvi s: 1994)
there are a range of epistemologiadthe viewf the central three perspectigésbjectivism, anstric-

tionism and subjectivism are outlined below.

53.1.1 OBJECTIVISM

The objectivist epistemologgrries the belief that all knowledge is based on perception and hadds that r

aity exists independent of the mind, independent of consciousness (Rand & Peikoff 1990; Babbie 1992).
Within this human knowledge and values are objective and are therefoeatedtby the thoughts of an

individual but by the nature of reality, to be discovemnedabgndisn d ( Rand 2008) . O6Real i
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objectively and can be di s dakos2005e Mearingfdl realiy existsat el vy

outside ottonsciousness and therefore when individuals recognise something, they are simply discovering a

meaning that has been lying there in wait for them allé@ldng t hi s o whaticnieansto kntw v i e w

understanding and value are consideredabjbetified in the people we are studying and, if we go about it

the right way, we can tdlP9S)cover the objective trut

531.2 CONSTRUCTIONISM

Constructionism counters the view that there is an objective truth waiting for us to discover. This perspe
tive supports the concept that what we regard as
world, is a product not of objective observation, but of our engagement with the realities in our world
(Burr: 1995) . O0Themiendi.s Meoa nmengniinsg nwitt hdbiuscover ec
1998). The meaning comes out when our consciousness engages with the watijeatsd (fderleau

Ponty: 2002 herefore, as this would suggest, constructionism allows for different péopkoaiaties

to fabricate meaning in different ways, even when the same object or pireisdreéry considered.

5.3.1.3 SUBJECTIVISM

The principaldea behind the subjectivism epistemology is that Kigewteacquired through eauti-

viduals expeence ofan object. The principdifference is that, as explained by MaReaty (2002), with
construdonismt he meaning comes out of t hetCooyn(l938ee ment & |
plansthavi t hi n subjectivi sm mebaynitnhge issu bgiencpt ofjsre dT hoerr etfh
spectivét can be construed that meaning is independent of the object and relies on the indiniglital seek

There is the idea that the human mind is blank and that the subjective meaning is thereforeraieveloped f

not hi ng. Crotty (1998) =<criticises and states that
come from draas, subconscious thoughts, ietshorfd6 me ani ng ¢ o mebatanfinteragtiona ny t hi r
between the subject and the objecttowhith i s ascri bedd.

53.1.4 ADOPTED EPISTEMOLOGY: CONSTRUCTIONISM

The epistemological viewpoint of the researcher would clearly impact maduré¢hef the research itself,
and upa considering the three viewpoints, that:

- The objective trutls waiting to be fawd, or that (objectivism)

- Meaning can only emerge from interplay between subject and objedangtrattionism)

- Meaning is independent of the object and is merely applied by théssuippativism)
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It can be clear to understand how any reseamduoicted would be shaped very differently depending upon

which notion is ascribed to. Whether the knowledge is perceived by the researcher as being found, built or

applied would impact upon the route that the research would follow and would thereftihe afieice

of applicable tools and tealunés available to apply t@itDi f f er ent ways of wi ewi ng

ent ways of researchingthe r | dd ( Cr ot t vy: 1998) .

The epistemological viewpoint of the reseatchrd therefore the reseaftls of constructionits ro-
tion that@neaningcan only emerge from interplay between subject and object. Large parts of the earlier
chaptersspecifically those related to rsdpfidence anttust define the use of social strocts, aon-

cept whesby meaning iapplied from shared understanding.

5.3.2 THEORETICAL PERSPECTIVES

Thisis thesecondstageof the research design framewdrknderstanding the theoretical perspectives of
the research. Within information systems research, the theoretieatiperspthe researctiétheir way

of thinking with regards to IS reseaddtas a significant impact upon the research direction andrits inhe
ent components. This is also referred theyghilosophical assumptions of the resestieliesearch pa
adign andthe research philosophy amongst othémdemands forethought dset epistemological wie

point of the researché& embedded into their philosoptwich carries underlying assumptions about IS
research, and can dictate the validity of the resear¢trthermore what research methodologiepare a

propriate.

Referred to as@esearch paradigby Sarantakos (2005), he carries the notiothé¢htieoretical perspe

tive B a set of propositions that explain how the world is perceived; a woldithiewthis paradigm are
threefundamentat¢lanents that guide the research fidtis important(ii) what is legitimaj€iii) what is
reasonableCrotty (1998) takes a slightly different view and explains that the theoretical perspectives pr
vide a cotext for the process involved, a basis for its logic, and criteria, and is essentially a philosophical
stance that feeds into the methodology. Orlikowski and Baroudi (1991) identify these three péilosophies

or schools of thouglétas positivist, intergieist and critical.

Positvism and interpretivism ex&s the two central philosophies of IS research; the author views these as
different sides of the same coin as they have opposing views but share the same overall goal of supporting

r es e ar clate bebwEdmedoositivist andofinterpretivist research viewpoints has been the subject

of much discussion within the 1S fieldd (Fitzger a
some cases to the occ uauthoesmofdS®research. dhe icritidalwviéwpdirgeihrwe en v
search has begun to establish itself as a o6third
different approach when it comes to understanding situations and circurstsnsestio will analyse
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the three perspectives of positivism, interpretivism and critical research before providing a summary of the
approach adopted in this research.

5.3.21 POSITIVISM

It was through his social sciences work in the early eighteen hundradgusiat Gmte (1798.857)

coined the term of positivism as an epistemological perspective (Martineau: 2000). However, more recently
he is seen as merely the popul ariser of pardee word
(Gould: 1963)ut in the study okocial physidse di d coin the term O6sociolog
of positive science can be found centuries earlier than Comte, in the writings of Francis Bécon (1561
1626). It iseeras being the oldest theory in the social scienddss lived to dominate the largest part of

its history (Sarantakos: 1993). Its hold is weakening, but it itustitiadfand also hard to avilighes:

1990; Schrug: 1992).

Oftenreferred o as the scientifi c eatg@ipnrhads thdt sciereceoisshoolds | t 1 vi s
bepri marily concerned with the explanation and th
Advocates of positivist research support the idea that reality is objective, and daebbefaraptured

(May : 1993) . 6Positivism i stty:d998) e tas resultsof itsdiehtiico u g h a
foundation, the positivistic approach to research carries an inherent insistence on explanation, prediction
and proof (Maykut and Morehouse: 19%yvorks around the notion that we can be positive about our
knowl edge claims and that they are the absolute t
positivist viewpoint, objects in the world have meaning prior to, and indepefdentlgansciousness of

themd (Crotty: 1998).

The positivist direction to |I'S research ia fundan
bl e & odrthese thhttare universally applicable ®italitions. This approach often focusesause
andef fect relationships between groups and variabl

experimentation (Campbell: 1957).

This is seen as the O6hardd approach as tictre-typical
searchers believe that findings with high external v@hditgre results are reflected in-veald sit@a-

tionsd are the truth, and the only truth, ass ifounded upon the belief that there exists a single, objective

reality or truth (Gilber2001).It is understood by supporters as the ideal meansioiggaiowledge

about phenomenres the research results can be teghéchtherefore cements their need to be proven. It

is about objective, empirically verifiable knowledge (Crotty: 198&kKihdj the research methodology

shouldd according to this perspectida@eliver the same results time and time again. Positivist research
strives to explore, explain, evaluate predict and develop and / or test theories (Sarantakos: 2005)
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53.22 INTERPRETIVIS M

6l nterpretivism is often | -192®,evdo siggestd timethethdmarusg ht o f
ences are concerned wiarstehdon d er st andi n g ) Osiarf épistertolbgycal poditdrd tBa) . It
requires the social scientistto grasgtheb j ect i ve meaning of soci al actio
emerged in contradiction to positivism in its attempts to understand and explain human and social reality.

As Thomas Schwandt (1994) put s i the effori tovdevelopar et i vi S
natur al science of the social 0, it | ooks for cul f
social world.

I nterpretivism differs from the positiviaad i c epi
groups construct their own version of realitydo (G
suggests that reality is subjectivesangn ot uni ver s al in all siteations.
quires a different logid cesearch procedure, one that reflects the distiressvefi humans against the

naturabr der 86 (Bryman: 2005) . I nterpretive approaches
are subjected to the interpretation of the researcher; whatrtteyepto be true (Robson: 1993). Ingerpr
tation isndt regarded as [®andimgoma papes maraimdortadtly o a |l |
o6valid within the context of t hiisfoundeedmtheioat i ond (
that multiple realities exist (Fitzgerald and Howcroft: 1998); its focus is on the meanings andtvalues of ac
ing persons and therefcormpl e tolfeiarcts wmjde tCirwvwda tome

It is concerned with recognising the divershigtsexist based upon the subjectivity of the resasiith
advocates the 6idea that what we see and teport d
tell 1993May 1993). The results do not need to be generalisable in order to be vadidethds/iduals

seek understanding of the world in which they live and work and they develop subjective meanings of their
experience, meanings that are varied, multiple, complex and are often negotiated socially or historically
(Creswell: 2003).

Intempretivism supports the idea that individuals make sense of the world through their historical, social or
cultural perspectives (Crotty: 1998), and the res&arcleeis to interpret these meanings that others have
about the world (Creswell: 2003). irterpretivist approach to the social sciences is ahderstanding

human behaviour, as opposed to the positivist approaches, which sxplamibguman behaviour
(Bryman: 2005).
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5.3.23 CRITICAL

6Critical research pet $peclyiGKelyRd08)ewhidhshasd loogitradc r i t i ¢
tion in the work of the Frankfurt School with the ideas of Adorno, Horkheimer and Marcuse who were in

turn influenced by the works of Marx and Freud (Held: 1990). It became fully accepted irsthiemsocial

es and sociology after Wlbwar 2 (Sarantakos: 1998)s hbout investigating, then critiquing and event

ally changing a particular social context for the core purpose of not only understandoagneois ive,

but to also reduce @liminate th constraining factors that are placed upon those individuals within the
particular situation.

Those that adopt this perspective largely assume that the existing social practices have emeoged from hist

ry, and therefore research attention is commorilgdppsecondary analysis (Gillis & Jackson: 2002). The
critical researcher is O6in opposition to rthe idea
stands that the ability to change i berdseaghetdacd by ¢
tempts to uncover the distortions and condtraints
derlyKelly: 2003)lt is largely about gaining knowledge through patticy studies and carries wittét

view of empowering huan beings to transcend the restrictions placed on them by race, class and gender
(Fay: 1987 hr ough analysing and highlighting the restr
has the theoretical capacity to elimidate at least redudgethe amount of conflict and opposition by

identifying their origins.

it is believed that ©6those who profit from-the st a
pendenced (Hor khei nerriticalreédearzher, aaahtdseaach itself aim éode thet |

fuel for emancipatory action (Humphries: 1997). Ultimately, the critical perspective is about delivering
change to the current state of affairs through participatory investigation. However, it is emancipatory in that
itconentrates on Ohel ping individuals free themsel ve
(Creswell: 2003). An action agenda for chadge s®dme instancésthe outcome of the research and the

facilitator to deliver change for the pgvtints, but as Creswell (2003) pointd@deliver such requires a

full and collaborative approach with the individuals involved. Also coined as the transformative perspective
(Teddlie & Tashakkori: 2009), tafhceonehe livesarexpes mphasi
ences of marginalised groups such as women, ethnic/racial minorities, members of the gay and lesbian
communiti es, people with disabilities, aned t hose
tivism in that as oppged to seeking to understand and accepting the status quo, critical reads the situation

in terms of interaction and community; in terms of conflict and oppression and seeks to bring about change
(Crotty: 1998).
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Sarantakos (1993) explains that withirpthrigpective reality is constructed by the powerful to serve their

needs; they manipulate, condjtaord brainwash others to perceive things and interpret them the way they

want them to. Therefore people create reality, not nature and it is in a stdlietptension and cowatr

diction resulting in an ewvemanging worldd Cr i t i c al studies aim to criti

through the exposure of what are believed to besdaggd, structural contradictions within social systems,

and thereby &ansform these alienating and restrictive socalicani ons d ( Or 119K ows ki & Ba

5324 ADOPTED THEORETICAL PERSPECTIVE: INTERPRETIVISM

The researcher is adoptingititerpretvistapproach to the research. The rationale for this is, nauenly

to the focus of the study, biitstlyto the fact thain hisviewt he cr i ti cal approach docé
search question, and secondly the positivist approach is a stance which the author cannot lpgitimately su
port; this quest for cleaut, generalible and testable methods is something that, in the authos opi

belongs to the realm bfrdscienceas the social sciences add a layer of complexity that this approach
cannot support.

5.3.3 METHODOLOGY

The methodology ithe third stage of the researaludtire, and as the model implies, this stage is

formed from the theoretical pergipee Itis essentially a strategy, a plan of action, process or design lying
behind the choice and use of the particular methods and linking the choice and thehmasdbrtiee

desired outcomes (Crotty: 19B8Y)eiterate the point made Bgbbie (1992) the epistemgléor theore

ical perspectivés the science dinowingnd the methodology the science dinding audther authors

place an additional layettle research process at this paistially referred to as the research approach.

This layer works to define between the types of available methodologies based on their criteria of qualitative
or quantitative approachasd filters the methodologs into wo the distinct categories: qualitative or
guantitative.

533.1 TYPICAL METHODOLOGIC AL APPROACH

As each of the two approacl@escientific research and social reseaienot absolutly distinct ove-

| aps are commonpl ace. & Deermcdtegorisen mta tuanyitativeamndiquakitatiy r e s
approachesd (ndstevery type of2e8dar6h) regardless of its nature and purpaose, is co
ducted within either a qualitative or cassymant i t at
tions of the researéhwhether positivist, interpretivist or indeed crifican sometimes dictate whiph a
proach is used to facilitate the research. 6The t
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epistemological assumptiasantitative approaches being associated with objectivism and positivism and

qualitative approaches with «c¢onsTheastcatreseachmen and i

od(s) used under the banner of a qualitative or quantitative approatibéyevaried, but are both urde

stood to have the capacity of yielding interestisgurch results (Medley: 200M¢ common approach, as

identified byCreswell (2003) s t othe dnstipotlologydnto thragpes qualitative, quantitative and

mixedmethod strategies of inquiry

Typical Information Systems Methodological Approaches

Qualitative Research Approaches: Refers to research that produces
findings not arrived at by means of statistical procedures or other means

Quantitative Research Approaches: Findings are firmly established on 27F1j dyT (Ry(Srauss & Corbin: 1990). ¢KS: WNIGK: NIEGENER 6@ |
numerical data and statistics in general. Greswell (2003) explains this focus on language (rather than numbers), and an emphasis on
approach as one where the investigator primarily uses postpositivist LENEL By QA NS (Rya | YR dy RN YRy 2F (KSNROHf 6 2M30
claims for developing knowledge that yield statistical data, such as (Hewson: 2006). Qualitative methods are rooted within the social
cause-and-effect thinking, the use of measurement, the testing of sciences as they allow researchers to study social and cultural
theories and experimentation. phenomena using techniques such as interviews, questionnaires and
participant observations amongst others (Myers: 2009). WKS 2|t 2F

J qualitative research is understanding issues or particular situations by

s investigating the perspectives and behaviour of the people in these
dkiRrya YR (KS @yisH] 6 AKY 6 KK (KS | G(Kaplan & Maxwell:

1994).

Mixed Method Approaches: a mixture of data collection methodologies
can prove beneficial within ISresearch (Lee & Liebenau: 1997) YKS @ &5
for combining research methods generally, and more specifically that for
@Y o3 jdetil GZ5 | yRIjdey W 025 Y SkeRa &R &Ny Gable: 1994).
This approach of multiple viewpoints allows for greater validity of data
asthe accuracy of the researchersjudgements are improved as different |
types of data are collected within the same study (Jdck: 1979). It employs
strategies of inquiry that involve collecting data either simultaneously or
Sjdgyin e (2 0SA) dy RNl yR NS NK LIEBBESY a0 (Qreswell: 2003); it
K& (KS O LUGE (B A8 & Y 2NITH, the richness and complexity of
KdY Iy 6K ZRdXde ARy X TRY Y 2Ky 2yS @85 Layi(Cohen,
Manion & Morrison: 2000).

Figurell Typical Information Systems Methodological Approaches

5332 ALTERNATIVE APPROACH ES

As opposed to using the above layer to segregate between quantitative, qualitatec rapthad e-

search methodologies, Crotty (1998) adopts an alternative approach that provides a more level playing field
as it pushes this divide into the final O0met hod s
Chambliss and Schutt (2006) fifies four clear elements, epistemologies, theoretical perspectives, met
odologies and methods; all of which inform one another of their purpose, which in the opinion of Crotty
(1998) Ohelps ensure the soundnermrsci Hefaiguesuthhatim es ear c
most textbooks, qualitative and quantitative research are set against each other as polar opposites, however
most methodol ogies known today as forms of o6qual.i

utterly empiriist, positivist manner, just as quantification is by no means ruled out wihisitiast
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research. 60ur research can be qualitative or qua
being in anyway pr oblseulasiSardntakoC(2005) ang Creswell @@03) takeA u t h

the approaclof dividing research into the qualitative, quantitative and mixed methods at any earlier stage

within the research process.
As touched up on aboveach methodology @t be succinctly anneatly placed under the respective
gquantitative, qualitative and mixed method banners. If followed coherently, the four elemerds of the r

search process outlined by Crotty (1998) will enable a solid foundation for the research and will answer the

questios of:

Research Process Questions (Crotty 1998)

What methods do we propose to use?

What methodology governs our choice and use of methods?

What theoretical perspective lies behind the methodology in question?

What epistemology informsthistheoretical perspective?

Figurel2 Research Process Questions (Crotty, 1998)

This 6methodologydd el ement <calls for not only a
rationad it provides for the choice of the methods angérécular forms in which the medsoare m-
pl oyed (Crotty: 1998) , these are also referred

(Rugg & Petre 2007). Depending on which text is followed, there are various research methaidologies av

able; here the author will be presenting six key approaches:

Research .
Methodology QDRSS

According to the work of Rugg and Petre (2007) (kS Sk2a2F(Ka Y Sk2Ret28 & (2 FYR2ddK26 6 ARSALBH RIKY | NaX (BLAD ffe
involves taking a sample of participants to see what their approach is and if there are any differences between those involved
\ within the study. The design of the specific method requires more consideration than the sample size, |8 We2dkINAR &1 ol R
Qurvey Research designed and therefore producing garbage, the bigger the sample, (KS 6/8BSNKS LAS 2¥3- Nl IXIRugg & Petre 2007). It is often
/ associated with the deductive approach (Saunders et al 2007), this idea of moving from the general to the more specific, and
despite the common misconception they are not synonymous with questionnaires, YKS\&E LEB/(E 2F 20kSNgand often more
appropriate) Y Sk2RA (K (1D y 05 daSR BNEHNARXIRUgg & Petre 2007).
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Bxperiments can be approached in two different fashions, asfield experiments or as controlled experiments.

- FHeld experiments essentially give lots of answers to questions that cannot be found through other methodologies such as
surveys or case-studies. The purpose of it isto study the casual link between variables ¢ cause and effect ¢ however, to truly see
Boeriments the difference, Rugg and Petre (2007) explain that field experiments require running twice to compare the standard situation
against the experimental situation.

- Controlled experiments have a similar ethos to field experiments, but have a capacity to produce more testable and precise
results as the variables are typically controlled through the use of laboratory environments. There is a trade-off between the
precision of controlled experiments and the reality of field experiments.

Bhnographic research is an inductive research method that is used to understand a culture, society, or community or group of
people from the point of view of a native (Soradley 1979). The advantages of this are understandably huge; however the
Bhnography ’—) drawback of this approach is the significant time requirements, as it usually demands for a researcher to be immersed within the
community for extended periods. A more practical concern is the ability to source an appropriate group willing to support the
research (Saunders et al 2007).

Grounded theory is an inductive approach to research whereby theory is typically generated from a series of observations. The
challenge of this approach lies not with the outcome, but how the research process is handled and underlying elements. There is
- an argument that the method is misinterpreted by researchers and is adapted through the process (Hughes & Howcroft 2000;
Grounded Theory H Azham 2014). ¢KS GByTNI LBRY &S 2F(KAL - L0 (K & (2 WBfi2g | LK 2FRECRANY letting the emerging data and interpretations
S 2T (R RA B 6 K- (NSS NK &8La (R (1S ySHL Oates 2007). There are clear benefits to such an approach, but the lack of
structure and free flowing nature are, in many cases, likely to be challenging given the time and resource constraints of the
research.

\ Oates (2007) S8 A (K- (i O &S &0EE RQ@ESA 2y 2yS Val YT 2F (KS WyIK! G & (2 65 ViR (BR an organisation, a
‘ Case Sudy H department, an information system, a discussion forum, a systems developer, a development project, a decision and so on. The

A &l 200 A+ NOK YRR AR VEEKINTER (KS YRR (10 85 yRABCRY LIEENT (Ry &AL Al yRLERISEG

This approach makes the attempt to develop and implement a solution that is of practical value to those participants, subjects or
‘ Action Research ‘organisation involved. There is an understanding that this methodology is little more than the provision of a consultancy as

inherent within can be an iterative cycle of problem identification, diagnosis, planning intervention and evaluation of the
outcomes (Dickens & Watkins 1999).

Figurel3 Analysis of Research Method

53.33 ADOPTED METHODOLOGY: SURVEY RESEARCH

Due to the nature of the research and in consideré&tibe above, a form of the survey methagipis

the approach that is used to support the study into trust, confidence and online b&hwvitat.co-

cept within qualitative research is to uncover the social or cultural context of a phenomenungttas ai

gain an understanding of the reasons behind particular decisions or actions (Myers: 2009), and this is the

reason as to why the author is supporting this approach.
5.3.4 METHOD

This is the final of the four elements to designing social researchn@sdhsuggests, this component

focuses on the specific research method that is ¢
is simply a technique for collecting dataé (Bryma
cedures & pla to use. There will be certain activities we engage in so as to gather and analyse our data.
These activities are our research methodsd (Crott
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Thefourst age research structure ensur es betweentqual t i s a;

tative and quantitative is made. The chosen method(s) isdiakddied from the methodology itsetif

this case, the surveethodology Chambl i ss and Schutt (2006) expl ai

of actiond, tamed exhaec tmeprhoocde siss of how t hitisthebpl an o

tedhnical procedure used to gather and analyse data for the purposes of answering the research question.

Ceswel |l (2003) explains 0t he sohwhetlieetheontentistospeaifet hods

the type of information to be collected in advance of the study or to allow it to emerge from participants in

the projecto.

As opposed to incorporating a typical questionnaire and/or interview approach to sarekythesdeéc

sion has been made to use the diary $uterview method for data gathering, akin to the works of
Zimmerman & Weider (1977hecommoni dea of a diary is ©6a document,
rather than publication reasptit lecords events and ideas related to the particular experiences of the

authordo (Jupp: 2006) . As a research method howeve
informationd (Corti: 1993) as t toergvidefeequenbreporisf f ect i
on the events and experiences of their daily |ive:
As with most research met hods, 6diary studies can
such varied domains of applicasos me di ci ne, education and drchitecit

ham: 2005)andfrom interface design all the way to the study of user frustration with computer usage
(Lazar, Jones, & Shneiderman: 2@§man (2008) and Fontana and Frey (1994) refer to the diary study
method under the umbrella of a-selfnpletion survey or selfiministered questionnaire method due to
theirsimilart r ai t s . 6l nterviewing is one of the most com
1994) andBryman (2008) explaithat the diary method is similar to intervibwsthe core difference i

that there is no interviewer. The lack of an interviewer can impact on the design of the diary, it can make

el ements such as ease of wuse, and the participant
become of njar importance. Implementing a diary that fails to consider these concerns couldnresult in i
complete and/or data that is of little use.

5341 ADOPTED METHOD: DIAR Y STUDY-INTERVIEW

The central benefifsom this approach as discussed in depth within fiblllowingsectiorbs.5.3.belowd
are centred othe ability to capture sensitive data in its natural envirgrandradd data richness as well
as the ability for serendipitous discovery through fopjanterviews.
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5.4 ADOPTED RESEARCH STRUCTURE

To summaris, the work of Crotty (1998) was followed in order to produce a coherent and robust research

structure, built up from four stages whereby each informs the next.

. The epistemological viewpoint of the researcher and the research aligns to the ideas of constructionism; this

Eplstemology notion that meaning can only emerge from interplay between subject and object. Large parts of the earlier

Constructionism chapters, specifically those related to trust, confidence and risk, define the use of social constructs, whereby
meaning is applied from shared understanding.

The researcher is adopting the interpretisvist approach to the research. Thisis not only due to the focus of the

f ; study, 6di RIS (2 (KS ¥ @i (K (1 (KS OWIO { I L0ser K ReSayd@ |ty (B (KS NS NIK | d&siRy, and secondly the
Theoretical P(?r,SpeCtlve positivist approach is a stance which the author cannot legitimately support; this quest for clear-cut,
Interpretivism generalisable and testable methods is something that, in the authors opinion belongs to the realm of science

asthe social sciences add a layer of complexity that this approach cannot support.

Due to the nature of the research, a form of the survey methodology is the approach that is to be used to

M ethodology support the study into trust, confidence and online behaviour. A central concept within qualitative research is
to uncover the social or cultural context of a phenomenon, thus aiming to gain an understanding of the
Qurvey Research reasons behind particular decisions or actions (Myers: 2009), and this is the reason as to why the author is
supporting this approach.
Methods The central benefits for this ¢ covered in detail within the next chapter ¢ are centred on its ability to capture
q 9 sensitive datain its natural environment and add data richness as well as the ability for serendipitous discovery
D'ary Sl'ldy'lmer\/le\l\/ ApproaCh through follow-up interviews.

Figurel4 Adopted Research Structure (appliethéostudy)

5.5 DIARY STUDY

The previous chapter detailed the research structure and led to the adopted reseadatianettady
interview. The aim of this chapter is to provide a thorough exposition of the diary study method, to detall
the method as whole and shed light onto timerentbenefitschallengesarenas of es forms of data

capture, etc, and a full justification for its design, implementation and purpose within the study.
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Intended Approach to Formulating Research Method (Diary Sudy ¢ Interview)

Research Methods Diary Sudy Analysis of Research Analysis of Adopted
Research Research Driven Diaries Approach
Redesign Diary . .
Qudy Pilot Diary Design
Implement Post-Filot Analysis
P1 P2 P3 | Pilot Participants

Redesign Interview

Rilot Interview
Figurel5s: Intended Aproach to Formulating Research Method

As will be explained within this section, the actual process differed from the above diagram in that a pilot
interview was not designed or implemented as it became cleardas\ttenpilot diary study was being
completed by participarishat the diary required significework(Section 5.5 lelow.

Actual Approach to Formulating Research Method (Diary Sudy ¢ Interview)

Research Methods Diary Sudy Analysis of Research Analysis of Adopted
Research Research Driven Diaries Approach
Redesign Diary ) ! .
Qudy PRilot Diary Design
Implement Post-Pilot Analysis
P1 P2 P3 | Pilot Participants
Interview

Figurel6 Actual Approach to Formulating Research Method

The diary study and interview components of the researctiesigreed and handled separately, with the
diary study being the initial fo¢besfore the followp interview wadesigned and the whole approach was

implemented
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Thisinitial section of the chaptéeals with the diary study element of the reseaticbdnthis details all

aspects of the diary study; from its various approaches and types, to an overall analysis of the method in

terms of its suitability to research. The knowledge and considerations regarding diary design that were

gained from this wethen applied to the focus of the study and a pilot diary study was forrimeplexnd

mented Following from the pilot diary study is an analysis of the trialled approach and the reworked design

that was implemented as parthefresearch.

The section fobbwing from the diary study is focussed on the faifpmterview element of the research
method Section 5. below. The interview component of the research was desifietide diary study

pilot had been implemented, analysed and redesigned.

5.5.1 BACKGROUND

The O6research driven diaryd can be an alternative
Cassell: 1998) . 6 Al t hough we sometimes think of o
far from true as it consists of gatieng i mpressi ons of the surrounding
the hallmarks of observation has traditiprieeen its noninterventionishrobservers neither manipulate

nor stimulate their subjects, but to adhere to this belief would be nadearab miggests that thespre

ence of a researcher alone can affect the research outcome (Selltiz, Kidder & Judd: 198@&)eMuodifying

iour or observational bias as the result of a researcher being present is considered a damaging consequence
of typical obervational studies as the validity of the data can be compromised (Zimmerman & Wieder:
1977). A widely touted benefit of the diary study method is that it allows for the gathering of observational
data in a way that minimises the observational effentthoge involved. Observation is still seen to take

place as the person who completes the diary observes and documents his or her own behaviour (Bryman:
2008)This is one of the core reasons for its adoption as a central method of data collectieseiarthis

Diary studies permit the examination of reported events and experiences in their natural, spantaneous co
text, providing information complementary to that obtainable by more traditional designs (Reis: 1994). It

can provide the researcher withet capaci ty t o -ldeovbelaiinn froerl maatbil cen 6p e(r B
Rafaeli: 2003) to explain thiybehind a persdn choice (Lazar, Feng & Hochheiser: 2010) and can also

allow for the gathering of sensitive information (Corti: 1998 claimit allows for hidden behaviours

to be revealedd (Leadbetter: 1993) . Observation h
ways of |l ooking at old realities (Selltiz, Kidder
and question that theyo6re pursuing as they gain gr
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Asthe data is gathered from real people in real situations, researchers are able to collectdetailspecific

about events or psychological statesterest, over time, without having to actually be present to observe

or inquire about the activity or state (George: 2006).

Some researchers advocate controlled studies in controlled settings, others support observations in natural
s et t i ngnycases, itig nohfeasible to bring users into a fixed setting or visit the users in their natural
settingd (Lazar, Feng & Hochheiser: 2010). 't mu
of understanding participant behaviour ateht in situ, it minimises the effects of observers onipartic

p a n(Castér & Mankoff: 2005Diaries fill the gaps in research methods between observationslin natura

istic settings, observation in a fixed dalol survey@yldegard: 2006 his can deliver further advantages

to the study itself, suchlasing cheaper, quicker, arguaiiye accurate than questionnaires and the lack

of the interviewer not only makes it more convenient for the respondent (Bryman: 2008) but it enables the

research to escape from the issuestiedinan i nter vi ewer s® presence.

6As with al/l research met hods, diary studies have
that undoubtedly influence the quality of the research prodiscBdyman (2008) explains quantitative
observation amlucted in a situation deliberately designed to ensure standardisation and control, differ
markedly from observation framed by the qualitative paradigm. The solution in certain cases is to use two

or three different research methods as this allows fatabetter understanding of the phenomena to be

acquired than one method alone (Lazar, Feng & Hochheiser: 2010).

5.5.2 APPROACHES

The diary study research method can be approached in several different ways depending on the nature of
study itselfFactors suctas the constraints of the resedrfbr instance, time, skills and fundinaswell
as the issues raised by the actual research question, like the required data, sampthisitiensteidy

will influence the chosen approach.

Diary Sudies Types
Non-Research Driven Research Driven (Implemented for Secific Research Purpose) /\
filtanical D ey & 23RN & Diary Sudy L3/ NOI (& Diary Sudy

(Existing Documents/ Records)

Figurel?. Types of Diary Study
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There are effectively three types of didariyv,e ntdbwo ¢
diaries as they are designed and implemented for the specific research purpose. Thesecresgaash driv
differ based on the information that each intends to uncover and by the manner by which they gather the
datad one takes more of a closed, structured approach, with the alternative being a wider, mere open, u
structured path to recording data. Eieels applied vary amongst authors, although the understandings of
each are largely comparable, as the table below identifies:

0 RERCNGHE T o LNk
Diary Sudy Terminology Diary Sudy Terminology
Psychological Gillam (2005) (: Anthropological
—{ Feedback Diary ) Carter & Mankoff (2005) Hicitation Diary
Experimental / Survey Diary Alaszewski (2006) ( Naturalistic Diary %
Sructured Diary Corti (1993) Free-Text Diary

\9( Feedback Diary H Adopted Approach H Naturalistic Diary )e/

Figurel8 Diary Study Terminology

Within the research, tlaithor has adopted the teahfeedbackaries to represent the closed type a
proach(Section 5.5.2 Below) anchaturalistitiaries for open, text based approacbestipn 5.5.2 8-

low). The rationalef the researcher for adoptithgse term8 feedback and naturalisdiés that he feels
theybestrepresent the two types of research driven diariggleflook into the method uncovers the

third technique that is arguably the most prevalent outside of IS; the historic diary study. The Bllowing su
sections describe these thapproaches to the diary stuagthodd historical, naturalistic and feedb&ck

andexaminghe uses and potential merits that each can deliver.

5521 HISTORICAL DIARY STUDY

Referred to as a 6document di ar yd aregqushbBoythewanst ( 200 8
and notat the behest of the researcher. Historical diary studies are notdeseacchlsdnown as the

6unsol i ci t e dappdoacia gathemndresehrclddata is Bssestially concerned with identifying
objective fas about historical events and people, especially political events and political elites (Postan:
1971).These diaries takiee form that most consider a diary to @ea document , gener all
personalrather thampublication whichrecords eves and ideas related to the particular experiences of the

authorsd (Jupp: 2006) . Hi storical di ariesediffer
ly on the use of secondary souéciegormation which has been recorded in varioussf, often for pu
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poses other than research, and is reused by the srdeguobvide an understanding of past eveats, a

tions, relations and soci al formationd (Al aszewsk
recordings, objects,aamges of the past as well as written docur
remembered, are just one personds record, of ten |

time-at wor st , t hey ar e dudbn1994)pThis pesonal gatuie ofdiaries canl e a d i
make them an unreliable,bdsour ce, and in addition to this they
the researcher has to make do with what mples avail a
of published O6historical & hd Anmedrarkiiares (Byenen &sCassdil: as Seé
1998).

R e s e a mccdsseandduse documents and records that are relevant to the purposes of theirwesearch, ho
ever they must recognise tifty cannot chandfee scope of diary keeping or indeed the survival and / or
availability of such documents. As a result, interpretation is a crucial factoisteitivial kiary studies as

it relies heavily upon the influence that the artefacts pmveéhe researcher. The quality, contextaavail

bility and scope of artefacts, as well as other external factors such as knowledge and even religious beliefs

also impact upon interpretation.

5522 FEEDBACK DIARY STUDY

Thisiswh a 't i s t er-dnieedd iaasr iderseds eaasr cthnl i ke the historica
produced for a specific research purpose ¢Bryman:
ularly, overtime by the respondent, gathering instances ef fatinig, et as t hey happend (|
Cassell: 1998 principal advantage of diary studies emérgese c aus e it i s ueobtrusi
quire direct interaction (and / or observation) with participants, observation can be conducted-inconspic
ousl yo {(1966)bvhichetherefare avoids the issues previously mentioned issues of interviewer bias.

Also referred to as closed format, experimental, survey, or as implied earlier, the psychological approach,
feedback diaries take the form by which the particgmords a number of events that are of interest to

the researcher. This type of diary is commonly delivered iry atnigitired, closed questigpe format

This is the simplest form that a diesardyof actimites t ake a
without personal comment sdé (Al aszewski: 20606) . T
|l ap with taldoms eni sft ead e@s esltfructured survey methodd (
ry is the data colleati method; the diaryisnotmeanatta s a springboard to anyt hi
& Hochheiser: 2010).

This approach can allow investigators to uncover
due to the frequency thattheyoccemer yday | i fed (Gill ham: 2005). Al
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it falls short in providing any explanatidiss method can be of significance, such as researching into an

object frequency of use, but any additional data requireddamoulte aithor® opiniond be ideally &

tured via other means.

Lazar, Feng and Hochheiser (2010) explain that one of the most important aspects with a feedback diary is
the issue of how often a diary entry is made; is it based on a time, the occurreniuellaf @yamt, upon

completion of a tasktc?The recording of a feedback diary can be deglidgeesurveysn a very strecr

tured manner, utilising closed questioning aratbeckbox approach. Instances of such work commonly

relate to timaise studieghereby participants are requested to detail their activities at prescribed times of
the day. A recent example of a study that encapsu
that was administered in 2010 by the UK gas and elgutdeitder E.on (web: 01). This simple one page

diary asked for children to log instances whereby they made an effort to save energyweek pasne

od.

Within some types dieedback diaries, the researcher is usually seeking to make generbiigations a

large population of cases, often in the form of testing a hypothesis about the relationship between specific
characteristics or variables of cases (Marsh: 1982). The nature of the data gathering and collation within
feedback studies complementsube of larger samples, and where generalisability is concerned there is a
significant iIimportance applied to the role of san
carefully managed to ensure the findings can be generalised to tpeoyhalel at i ondé ( Al aszev

however, this is something which rings true in the majority of positivistic research approaches.

55.23 NATURALISTIC DIARY STUDY

Alaszewski (2006) explains that researchers using naturalistic techniques are not expeeitd ao start
hypothesis to test; instead they begin with something that they do not understand, for instance particular

behaviours or patternghis is an impetus behind the approach in this thesis.

Labelled as anthropological, open format or elicitatiorsdthgenaturalistic diary gathers richer data that

is commonly used for prompting, typically when interviews take place at a later point, and the-users are e
couraged to expand upon various data points. This foeseaircliriven diary shares itore chractes-

tics with the Odunstructured survey methodd as de:
breadth tharthe structurednethodand is largely qualitative in nature. These diaries take a more complex

form, in that they include not ordyrecord of activities/or events but also a personal commentaty reflec

ing on roles, activities and relationships and even exploring personalffesyimgs.e beyond the simple

objectives of counting events to focussing on descriptive accountstpf(Reliem & Salzman: 2002). It

gives those participants involved a wide remit to recetatday information about factors of importance
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to them. Often referred to as an ethnographic or a culture probe, this approach allows access to enviro
mentsthata di ffi cult to observe and therefore are abl

As diary studies are intended to be 6real | i f ed,
the environment and so affect the quafitthe researcfCarter & Mankoff: 2005Dix & al (2003) and

Hyldegard (200@jo further to say that observations can tell you about what people do, but less about what
they feel. What is really important to them and what is mundane? Instances where this approach has been
adoptedare inclusive design projects (Blythe et al: 2003), workplace user frustration with computers (Lazar,
Jones & Shneiderman: 2006) and emotional experiences of group project asfityldesyis:

2006)The naturalistic approach has the capacity to extract unexpected but useful information. It can be
used to Oupeéetmtnenshefexesearcher and participan
outcomes of the research data can uncover previously unarticulated aspects of behaviours, routines and
habits (Kjeldskov et al: 2004). Put sipnpben diaries with minimalstructions or structure have the p

tential of delivering serendipitous results as participants involved may record causal behavioural aspects
considered outside of the research scope, or even completely ignored by the researcher.

0Gener al i came inbefsm al makimgcstatistical inferences about the characteristicp-of a po

ulation from a representative sample, but rather consists of gaining insight into the social processes and the
rationality that under piszewski:RW06).eAs a redllt, sampliig oriparticand e
pant selection does not carry the same weight of significance as it would within @ toquiyankntal /

survey typddi ar vy . 6l n naturalistic researcHprovidham concer
opportunity to gain desired insightoé (Al aszewski
and centre of interest. Coxon (1994) employed a naturalisstrisetonied diary to study homosexaal a

tivity, the sermstructure msures that the corrdgpe of events are recorded #mal open format enables

further insight to be gained on what can be regarded as a sensitive arena.

5524 FIELD NOTES

There is an alternative to the more common feedback and naturalisticdegeardiries and that is a

log of the researcl@gactivities. This appearstobeaseldeame d t echni que, and in th
would fall under the umbrella of being resednigbn as it emerges adi@ectresult of conductinger

search. Interestingly does share characteristics with historical diaries in that a specific research question

i sndt being answer edr easneda pecstnal re@segse Albgit usefuli, duch eliariesf or t
are merely a record of thee s e a field hotes @hss such Bryman (2008) considers the method to be

tied into the ethnographic research approach, whereas Alaszewski (2006) views-gha®taof diffe

naturalistic diary study due to its unstructured nature.
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One of the most known examples is thahefMalinowski Diary whereby the researcher lived and shared

t he |l i ves of the Trobrinand i slander s in the 191
showed that he 6did not, in fact, al wadssismmai nt ai n
f or mant s, his state of mind in the field was anyt

and Europeans were often highly judgemental d (Ge
with females was a further reasontfoet di ar ydés i nfamy (Bryman: 2008) .

5.5.3 ANALYSIS OF METHOD

This section drasmogether the positive and negative aspects of thetaigrapproach as well as working

to outline the potential pitfalls that exist.

55.3.1 BENEFITS

Diary studies can provide insigigardless of whether historical, feedbadke naturalistic method is

used.As researctriven diaries cabe completed livehey are, theoretically at least, more accosate

avoiding the issues associated with memory recall, such as recording oraestmzdted pesvent data
(Fisher & Layte: 2004). There is a 6reduction in
amount of time el apsed between an experience and
20039 . mdKMe huge demands on our brains® capacity t
and it is not uncommon to be | et down or frustrat
2004)

Advantagesto Diary Sudies (Lazar, Feng and Hochheiser (2010)

Diary studies are ideal for collecting data that is fluid and changes over time, such as time, mood,
perception, or response.

They reduce the gap between the occurrence of an event and the recording of such, which can help limit the
impact of individual personality on interpretation of what occurred (Bolger, Davis & Rafaeli: 2003).

Thirdly, they are suited to collecting user-defined data, for instance, when a user intended to perform an action but
did not do so.

Figurel9 Advantageso Diary Study (Lazar, Feng and Hochheiser, 2010)

In addition to capturing events that are difficult to recall or easily forgotten, diaries can also overcome the
issue present with the interview technique of gathering sensitive pgosoraion (Coxon: 1994). They

can also represent a rich source of information o
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can also 6allow hidden behaviours to be reveal ed?d

thatbecase partici pants were influenced by real event

alise in interviews as respondents either were not asked or did not immediately remember. This is what

George (20Q6eferred to as the diary stedabilt v t o f uel 6serendipia-ous di s

sionally report on happenings that are unexpected and that lead to deeper insights. Interestingly, diaries can

be used as an intervention tool rather than purely for inforrgattering purposesy finstance Ross and

Altmaier (1994) found that recording logs of stressful events for instance can sometimes have a beneficial

impact on the health of the participant

A naturalistic or experimental / survey diary study has, in theory at least, tiaé tpodiminate exger
menter bias from the study as the participants have only a limited impression of the data the investigators
want to obtain. It is less likely for data to be tailored or omitted to fit in with the requirements af the expe

imenterd something that is commonplace in various other research methods.

Theyare not typicall§ but can bé impacted by geographically scattered participants as the study is co

duded in situ (Zimmerman & WiedE77). Inexpensive methods that call for dittleo training can be

employed effectidly within most studies (Bryn008)Diary studies can be effectivieen combined as a

tool to supplement interview data as they can act@deamemoidand in doing so provide richer data

that i shdt hnedeseadriby t he Hhhigue (Palen#tSalzthgnd28B2pdgat a c apt
2006; Lazar, Feng & Hochheiser 2010; Zimmerman & \W85t8r

There is an understanding that although diary studies haveamgiitg applicability, they are pdaity

suited to HCI and interface design as they are considered an effective means of capturing highly descriptive
data (Palen & Salzman: 2002; Bolger, Davis & Rafaeli: 2003; Gillham: 2005; Newman: 2004)dWhether fee
back or elicitation, strong datnbe extracted from the recording of events as they ddentifyingbe-

havioural or cultural variances that may exisbikeakey benefit that can emerge from adopting a diary
study. This is especially usef ontextofiudelsiamimgdr@ht and i
and often hidden cul tur al f a c tMahemof¥ & Johrtstonm1988). b e ut
Themet hod O6permits the examination of repomnted everl
textd (ReisanlpOdyi dae further, unexpectede-data th
search methods. Also, as the diary data is generated without the biases introduced from methods that rely
on retrospection (Bolger, Davis & Rafaeli: 2003), it has théydapaduce more accurate and arguably

more useful, beneficial information behind the choices and decisions that have been made in that particular
situation (Carter & Mankoff: 2005).
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55.3.2 CHALLENGES

George (2006) explains that participants in diary stiteliegjuired to do much more than a respondent to

a survey or subject in a laboratory study. As opposed to having up to an hour of involvementiin the a typ
cal survey or experimental study, diary studies are performed for a fixed period typicallyrdagsared
weeks, and therefore participants are generally harder to reérwamret difficult to obtain consistent

and regular enough data (Lazar, Feng & Hochheiser: 2010). Bryman (2008) points owubatdiatyne

for instancehas the poteial to be more accurate but is also more intrusive than answering a questionnaire.
Al aszewski (2006) also outlines that individuals
may require prompts or reminders to ensure that the dairgesually completed. However, such an acti

ity would only be valid if being used against a structuraedsgmgpe diafyit would be largely fruitless to
prompt a participant to complete a diary entry for a study that investigates spontane@usuattiaisie
logging an entry when a particular event occurs (Parkinson et dt: rh@36}till remain as close to a true
reflection of what would otherwise be observablepildtizng prompts in situations outside of structured
feedback type diaries tias capacity to affect the data.

The time and commitment that this approach can comafsotths an effeciNot only do participants
sometimes tire of the effort involved (Bolger, Davis & Rafaeli: 20G8gymainalsoforget to complete

diaries or magot provide sufficient number of entries (Alaszewski: 2006). The recording of events can be
completed at the end of each day (Jupp: 2006) succkssadbmple. Bwevey some researchers and

studies warrant that regular recordings made about evbettirae they occus whatforms the key to
gainingrueinsight (Rieman: 1993) as there is no reliance on mé@meyi the most crucial factorsce

tres on data validity. As the study is observational andrspléting the data gathered must be adpue
resentation of what the diary demands as ©6one of
to collect information about patterns or @hanges
lidity of the data becomes questionabte participants are subject to relying on their memory ard conje

ture to complete the diary.

Some of these factors can be overcome, or at least their impact minimised through frequent investigator
involvement (Zimmerman & Wieder: 1977). As Palenatarde® (2002) describe, not only can researcher
involvement enhance the participants understanding of the scope and descriptive depth of the study, but
furthermoret can keep interest highus mitigating declining dedication to maintaining diary .efliiges

can assist in the problem of Oparticipants somet.
of what theydre doingd (Lazar, Feng & Hochheiser:
limited use. Frequent involvernean have a detrimental impact on other aspects of the study, for instance

a dispersed patrticipant base may become difficult, if not impossible to maintain.
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A naturalistic or survey / experimental diary study would typically use a data capturestsuinais)ge

per, electronic, video or audio and as such participant training may be required to ensure that diaries are

completed and / or categorised correctly (Corti: 1993). This can lead to further complexities,esuch as a r

duction in number of willingapticipants, budget constraints from equipment costs, or simple laek of h

man resources to provide appropriate training. The design of the study can impact severely on the amount

of time available to collate and categorise data, which is somethingutdrgandivalence with a natura

istic approach. A feedback approach can also hinder the study to an extent that useful wider attributes are

omitted from the diary as they fit outside of the perceived requirements. For instance, Mintzberg (1973)

wentagainsthe use of the diary study method in his investigation of managerial activity, as he believed

their structured nature constrained the quality of the research material that could be gathered.

55.3.3 DESIGN CONSIDERATION S

The applicability of diary studiesdsaech is notably wide and varied, from instance:
- Study of working |ife (Brown, Sell en & OO6Har a:
- Mobile phone adoption (Palen, Salzman & Youngs: 2000)
- Use of photocopiers (Rieman: 1993)
- Text messaging habits of teenagers (Grinter and Eldrigihe: 20
- User frustration with workplace computer usage (Lazar, Jones & Shneiderman: 2006).

The methods used within each study are just as equally varied, from paper based to electronic and audio
recordings, the choice of which is largely governed &ypbhachd whether feedback, naturalistic g hi

toricald and is also dependant on what the stufbycissedn. The range and ability to capture data
through this method is undeniably | arge hawever,

cy of the results.

The research design and the techniques used must work to support the gtagycarrthe very real

potential of acquiring considerablaur@s ofdata that may prove to be out of context/amdof little
significance. Using thiterature on diary studies and-sethpletion questions, the researcher has applied

nine criteria to assess the nature of the study in light of the participants. The overall purpose of which is to

ensurdhat the most applicable, suitable and complarngéachniquesre selected.
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Design

Qonsiderations HIEREE

Intuitivenessis concerned with the ability of the data capture technique to be used as a natural recording method; does it impact\
~ upon the participants activities; doesit hinder their normal activity; isit of negligible difference (Fontana & Frey: 1994). Asadiary
Intuitiveness ’—)study is deemed an observational technique, (KS ySSR (B I K R G IRAB | yR I daSTHlz VaaKi VR (KS LINIDILDYTEQ
/ normal activities is vital, FyR & (KS NE2NRy3 (80yAjdS K- & (2 K 25 tHiTS 2Ny2 A LBGididy” (KS LENEA By (Cr 6XAE (2 LINEING
their regular activity.

Alazsweski (2006) and Palen & Salzman (2002) explain that the richer the data the better the ability to gain insight. However, the)

trade-off must exist between richness of data and the intrusiveness caused by the chosen data capture technique. It always

remains a priority that the data and activity are as natural as possible in order for validity to remain as explained in the previous

) . point. The author feels it would be unwise to favour richness of data over intrusiveness due to the capacity to affect the
Richness of Data legitimacy of the data, but an intensive, highly detailed diary study would be likely to result in poor completion rates.

Zimmerman and Wieder (1977) LERL 3SR KS ATONASs (802 dS6S W TBSR2YR (KSS/R2F Rt B TR CfSdRy LIMR and
with this highly detailed data takes second place behind the need for collecting any data in a natural nonintrusive manner. An
effortless diary study is of principal importance. Their work explained that a robust approach would be, follow-up interviews with
diary entries used and included during the interviews to as an aide memoir

Diary studies are less prone to errors when the training is robust, but more crucially when the diary itself is straightforward and
easy to use (Bryman 2008; Symon & Cassell 1998). The necessity of training is another factor (depending on the study, duration
| and participants themselves) that can impact negatively upon the ability to find willing participants to join in the study. Training

'not only directly impacts upon the time and financial resources offered to a project, but also has the capacity to impact on the
quality and ability to actually capture data. Any devices/ equipment used to capture diary entries must be supported with simple
instructions so that they become toolsto capture data rather than atool that impacts upon the activity itself.

Training

Equipment issues may arise from the introduction of unfamiliar devices into the study. Issues such as battery life, misplacing
e | | equipment, hardware failure, are an instance of the low level concernsthat can easily have an immense detrimental impact upon

the study. There is also an impact upon other aspects, for instance instructing a participant to carry or use a piece a device that
they would typically not use will have an impact upon their normal activities.

'Potentially useful data is often lost through incomplete or limited diary entries, the impact of which can mean that a context
cannot be applied and conclusions or trends cannot be identified. In short, data is present but it is rendered to be of little
( \ consequence asit failsto provide the researcher with any insight.
Accuracy of |
Gompletion N . . L . - ~ o . . A
_ ¢KS A LBGH 2F WY LINB/SQ0 Y 65 ReeyLH SR 2Y SK-( RIS (B | RRIRYH adrIaNDLRRIRSR 68 (KS dasS 2F Bft26-up
interviews. A major benefit of the supplementary interview is in its ability to act as an aide memoir and extract rich data in a

Y HyYYSNKE (K 3y@AY LBGER dzay (KS LENIOL By TBift Ned#ea,

CKS | oA (B ReCllY S/ WARORLI Y @NIRG YT 35 however asit is also in a self-completion format, WY &/ my@yoé
. \ judged to impact on the naturalistic aspects of the study, particularly when highly detailed information is sought. A trade-off can
IJveé)Sr!nn;llJ;?::o us ’—) exist between naturalistic data capture and richness of data; this can come in the form of follow-up interviews. The author feels
. . that the ability to capture live data comes second to the ability to capture unobtrusive, naturalistic data ¢ data that does corrupt
(KSLONIOL By (Eh S ZRd ]

The diary study output, whether physical or digital, will vary depending on the capture technique chosen, as will the perceived
WaSHySERTKS R0 (2 1 @ikaly RS Y Sy 2NBNIUNEILBYTE Part recorded (non-live) and non-rich data can still be useful
provided that it:

- Isobtained as naturalistically as possible without hindering of affecting the participants normal course of activity

Quitability asan |- Can become useful during follow-up interviews
Aide Memoir

An ill-considered capture technique implemented for a study can carry the risk of obtaining data that isincomplete or haslittle to
no context. However, data that fallsinto this category can often be improved upon by using follow-up interviews, but this cannot
55 HENYER HYR K16 206 RELI/R 2y G MBS (- (11 NI K2 NIy 2y (KS LINBDL B G0 Sy 2Ny R (KS LERESGHI ABEEFC i.e.
time taken between diary study completion and follow-up interview.
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/Researching into data capture techniques creates the premise that the quicker the data is captured, the richer the data, the\
~ richer the data the better the research (Palen & Salzman 2002). The use of equipment or techniques that participants are not
S)G(?c,?ptoljrzala ’—} accustomed to or comfortable with has the capacity to damage research results as behaviour can shift as aresult. For example, a
/ video recorder can capture live and incredibly rich data; however the probability that a participant would feel comfortable and
would behave normally whilst using such apparatus is significantly reduced (depending on the nature of the study).

Regardless of whether the diary format is paper or electronic, participants should be given information about the goal of the
study, the types of activitiesthat are of interest, when to make diary recordings (at a given time every day or when a certain type
of incident occurs) IyR RSByARYa 2F (BNON2{2BQ(Lazar, Feng & Hochheiser: 2010). WSS NESNUd#Y3 @Y LIBE NIEENRYS
systems cannot assume that diarists will know how to maintain their diaries and therefore need to provide advice, guidance or
NaNERYEAlaszewski: 2006). Bliot (1997) understands that providing diarists with examples can prove beneficial as they can
Matching the Diary ] 'then get afeel for the type of issues the researchers want to explore, even though the participants may consider them mundane,
Sudy Requirements they are important to the study and to the researchers. HyS 2F(KS 6/ K- {5354 & Gy yOy3 LINIA By (K- (i 6 K- (1 (KS NS
E—— Fei/aRA LanByiQLazar, Feng & Hochheiser: 2010)

WKS Ok t F GRNY 228y3 (KS Y SR 3K2dER6S (KS BLS 2FY SRt (K (6 At 6S Y 2N8y1 (Dt BNKS R Ned& i (KNI yday
TRSXLENIDLBY & 6 4 6S LINGANGA/A (KS (&8 & 2F VIO ¢ KX aKiy3 i I @Y LAENJIt might make sense to use the word
processing documents or web-ol- 3SR BNJ&Lazar, Feng, Hochheiser: 2010).

N
p . The diary study is clearly a vital component to the project, and in order to meet the requirements, the data being captured must
Overall ; ‘be valid; in order forviAt 'to’be valid it'must th(?refo’re be Iegit,irvnAaI% and t’hevrefore be gathered in the least obtrusive, naturalistic
manner possible. | RS URy TRY (K& 6 2diR y20 2yTe LIRS W2NMEIOR: U, but useless data, as it would fail to be a true or

even anear true representation of the participant activities.
N J

A J

Figure2Q: Diary Study Design Considerations (Generic)

55.34 SUMMARY

Symon and Cassell (1998) explain that the design of the diary requiezalderthiought as the lack of an
investigator calls for an e&syse, clear and understandable diary that extracts the correct data. A detailed,
suitable and accurate method must be implemented in order to extract the correct type of data, the accuracy
of the data is critical as the outcomes are treated as observations and thus must be a true representation
(Alaszewski 2006). This is often why the data gathering process of a diary study is limited in duration; diaries
can prove to be a burden, and inob@ng so completion rates and accuracy may suffer (Rieman: 1993). If
the act of completing the study itself i mpedes up
data can also be brought into question. Factors such as this are wlydegigndd diary can involve
considerable effort and a considerable amount of data but yield very little useful and usable information.
George (2006), Alaszewski (2006), Lazar, Feng and Hochheiser (2010) highlight an alternative approach,
they explainthdiadequate compensation is one way to keep
such things bring with it the problems of varying levels of compensation based on compliance rates, etc.

The first thing to consider for reseadciven diaries ih¢ approach: feedbadiary or naturalistidiary.
With feedback diaries, the researcher outlines and categorises the activities that they wish the participant to
gather information on (Preece, Rogers and Sharp: 2002). Corti (1993) points out thrafistie ditry
takes the approach whereby events of interest to the researcher and / or the participant are recorded in the

participants O6own wordsad. However, Carter and Man
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to draw together both ammchesd feedback and naturalisfidoy implementing a structured means of
gathering data, which was later used for prompting in interviews in order to gain further participant insight.
This approach is regarded as originating from the work of Zimmednafidan (1977) who looked at the
diary study method as-i whetei awd peopoisgedetr hehérdé
ther supplemented by participant interviews.

As the research in this thesis is concerned withabkefiehind pdicular actions, not merely the type or
number of actions a user does, the ideal method that supports this would be a didgnsavdyelc-
nique. The premise being that the diary study would uncover what the paltiegaandt the follovup
interview provides the reasons behiy

5.5.4 ADOPTED APPROACH

This subsection (adopted approachidethe initiaintendedapproachhat wasplannedoefore the pilot
study was laiched it covers what was anticipated, whdt waghen created as a pil&¢ion 5.5.5be-
low), and what wasterimplemente@Section 5.6.2lso beloyv

The researcher is adopting a diary ditegview approach akin to the works of Zimmerman & Weider

(1977) due to its ability to support the study in a robust fashion. Vhekeigsine naturalistic formatt-al

hough itdoesalsocontain small feedback elements such as check boxes. This approach has the benefits of
potentially wunearthing unexpected but fruitful r e
epstemology) do not pspecify activities, events, attitudes or feelings but allow the respondent to record
subjective perception of phenomena of relevance t
1998). This strategy is ideal for extrattinden or subtle differences in behaviour or emotions; factors

that can be further elaborated on or explained through subsequent investigation, i.e. interviews.

The author understands that there is an important need to get the balanceHsetaeénnaturalistic

data capture and rich data capture. An onus on rich data icapaats on the naturalistic elemant in

turn impacts upon legitimacy, whitdm damage the overall study. As a réselauthomovesto make

the diary study as light, matuand memorable as possibleifferst ance ©6di aries to be
Websessiond) with the tr ue tedé&omefgllowupsneerfviews. Thaeted r i ch d
views can supplemenheve the diarfallsshort, and sevorking to keg diary datax a pt ur e o661 i mi t e
legitimate and valiValidity is the kearticulardiary datacapture technigaean influencehe validity

greatly andso restrictthe usefulnesand efficacyof the overall studyThe paradox is, the better the

measu e s the more valid and accurate the dalt a. The
lection of unnatural datadata that influenced | mpact ed b ydandhhen nd tohmgerdésr vat i o

the diary study data reliable (Adler & Adi@94). Aiming purely for data richness would impact upon the
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validity; chasing naturalistic data can impact upon usefulness of ttiet dataes back aouthe author

suggests a mix between the two which can be further supplemented ‘up fimitewiew to provide

richness / context where the diary alone falls short.

5541 DIARY CONSIDERATIONS

The adopted approach is to useturalistic diary stufiyrmat forthe researclrhis section investigates

the design considerations of the diary docui@gmon ad Cassell (1998) illustrate a set of practital co

siderations thathould be exploregtior t@ndduringhe design and implementation of a diary stiudy. T
analysis aims to ensure that elements of theld@amnenandthe overall research itself aien

over

ookec

or neglected and, more importantly, that the use of a diary study as a research method itself has been fully

consideredThe author believes that the followeightconsiderationsomprehensively encapsulate the

research methodolg@nd preidespractical guidander the implementation tfie diary study method.

Qonsideration Question / Concern

¢KS T ljdsaRy B (K& & BK-G Ny &2d
interested in finding out and do you need a
R NUEIRR (B R (KRQY 20KSNG 2N 6 KI- (1 &
of interest, what do you want to investigate.
The author isinterested in looking at trust and
confidence, and more specifically the impact
of trust and confidence on Web activities.

Research Question

Participants
with identifying the participant sample.

How often? And over what duration? These
are two crucia questions that require
answers, as not only does it need to fit within
the constraints of the study itself, but also
participants themselves would need to know
prior to committing their services to a diary
study.

Duration

‘What questions should you ask, how should
the diary be formatted, and what is the best
means to make the diary as self-explanatory
as possible, & | NS NKSNI 208/ 6S
present during the execution of the diary
study.

Questions, Medium,
Format

|b) The participants impressions or trust and confidence ¢ do they

Phrased by Symon and Cassell (1998) | 4B K2
H<diR T Xi VQ this section is concentrated '

' Alaszewski: 2006). They report issues of unreliable or incomplete

|created an account, purchased an item, sold an item, abandoned a

enhanced through the use of follow-up interviews.

Analysis

'Overall, what isthe relationship between trust, confidence and Web
behaviour? The elementsthat require investigation are:

a) How / what the participants use the Web for ¢ categories and
activities

match up with the literature into trust and Web trust
Can the diary study uncover participant Web behaviour; the

interview uncover their attitude; their activities show a different
.image altogether ¢ or do they concur with one another?

The participant group is defined by their use of the Internet for
social, domestic and pleasure needs. Twenty participants over a
mixed ability, gender and age group are used within the study. Also,
as with the study conducted by Grinter & Hdridge (2001),
questionnaires are used to ensure a suitable sample of participants
are selected prior to the diary study commencing. This is
determined by their computer literacy, availability and frequency of
Internet use.

/Tbg study is run over a two-week period, with the first four days
Sy Al BSAl URYTLINDR These periods have been chosen based
on previous studies (Palen & Salzman: 2002: George: 2006;

data caused by employing an excessive detailed diary; something
that acts negatively when considered against the observational,
naturalistic aspects of a diary study

¢KS BNGH (6 2diR Y A OKS 208N % 126 | yR CyUEHI 271 WBLAD G
users Web session, for instance the date, time, types of sites visited,
specific reason for going online, etc. Open-ended questions kept to
a minimum and predominately used for when a participant wishes
to highlight a point of interest for the researcher, such as when they

transaction / non-committal.
The recording medium is that most suitable to the study and the

participants. The onus is on ease of completion, which limits
context, but the method(s) used ensure that any shortcomings be
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¢ \ The distribution of diaries is, within Iarger\
Diary Distribution studies, @ major concern as they can require
. ) internationally dispersed locations.

CKS VAR f LENBR BNYR2y-Ri NeJdaSNigv 355/

' Throughout Diary k

CGompletion

Diary Collection }

Analysis

as being the most susceptible to attriti
(Sone et al: 1998) and as a result utilising t

on
he

TN RN 83 2T R NUETDRR [at $8 Noy3

QIO A 2NRENIR N YR YRS
provide feedback, allow participants to gets

accustomed to completing  diaries
considered a useful technique.

is

kS REiNOOHRY 2T FANY AUER FRGIYSE Ayd LONKME NS
‘problematic in terms of this study as the majority of the diarists are
from the same geographic region.

'WEAL YRS/ Y LI (KON NG |4 G236 (B Wi & & La&iofs,
ensuring maximum accuracy and validity. The design of the diary
reflects this. Reducing the thinking time in between experiencing a
behavioural incident and documenting is needs to be as short as
|possible; therefore little of no data is subject to memory recall
problems (Alaszewski: 2006).

The nature of the study means there is no feasible possibility or
WRRY LOYTOLBNEOLBY TR (2 Q@Y LG (KINRA NS as it is based
\purely on when they chose to use the Web.

Interviews are arranged as close to diary completion as possible,\
therefore reducing memory recall issues. The interview consists of
post-analysis findings, which are presented to the participants and

Figure21 Diary Study Analysis (applied to the research)

5.5.4.2

PARTICIPANTS

e behaviours, and to effectively discover if they overlap and if not,
‘why not.

\ WHyS 2 (KS Y 203 Gya BNERyRIGN3 RE
studies is the ability to collect informati
about patterns or and changes in behaviour

s 28N3Y Xymon & Cassell: 1998).

their responses recorded. This makesit possible to determine if they
concur coherently with their initial impressions of trust and
confidence and against the theory itself.

(This is one of the elements that fuels the authors diary study into
trust, confidence and online behaviour. The diary is a unique way to
investigate the theory of trust and confidence against actual

A thematic analysis is conducted, whereby the researcher looks for
common themes in the data either across instances with one
\individual or across all individuals (Slverman: 1993).

Usingthe work of Palen & Salzman (20@)nter & Eldridge (2001) and Zimmerman and Wieder (1977),
it wasdecided that thtal number of participants wolld capped at twenty for practical purpdssash

user alone will produce an rich amount of data for the study, and without thigrdeilinglace the lé¢

i ho

od of acquiring

marginal.

Workand/or study based/ebuseis omitted by the participant, as the focparsly on social and dosae

6t oo

muchd is not only

tic usge The reasoffior the omission ofhis, is not only due to the ethical and tfiedty privacy co

great |

cerns, but more importantly because such work or study related websites are used based on the instruction

of the institution and are not therefore baseelypon thg a r t i frele phaicet 0 s

5543

DIARY STUDY 8 NATURALISTIC

Theinitial stage of theesearcls a tweweek diary studpased on a naturalistic approach. Laeag and

Hochheiser (2010) strongly advocate that avee& duration for a diary studyadequate, particularly

when there is a moderdabehigh participant involvement. Grinter & Eldridge (2001) used adsgven

Chapter 5



Jiten Makan PhD. Understanding Trust and Confidence in Web Behaviour Pagel19
Supervisor: Dr. Maria Kutar
riod to gather data using physical note taking as the chosen method. Alaszewskin(@0f&that
lengthy diary studieanimpact upon the memory recall abilities of the participant, and also negatively i
pact upon the participants® commitment to the acc

The participantare requiretb complete the diary without any direct wemolent or observation from the
researcheit is a requirement that the diary is completédeip a r t | oatuplenvira@ent, using

their normal equipment in their normal fashion.pHnticipant is required to makeseordof their actual

Webusag with respect to the types of categories of websites they use, problems they incurred, decisions
they made, impetus for going online, Bte diary was designed around the taxonomy of Web uses as
found withinChapter 2, Section 2.5i®ve

The data gature techmjues available to the users Miisted as being pen and paperan aline form

(accessible via anyelénabled device)he reason forsupporting these methods and neglecting others
such as audio, video, rRabildyiease bfssednd predbnuinatehhteeir ability | e x i
to complement the unobtrusive, naturalistic aspects of the study. Similar justifications have been applied to
negation of other ¢k capture tools, suchRD A @aquipment, obtrusive, rigid) adao deviceglack of

context, equipmenpotentially uncomfortable / embarrassing to operate).

5544 IN-DEPTH INTERVIEW

The overall idea with the interview is for gtrgrtcoming®f the diarydatacan bematched or added to

through followup interviews. The intdewsareconducted shortly after the contiple andanalysis of the

parti ci pant séearchér focugsing twe behdviouts tthat relate to the arenaust, conf-

dencepr risk. The intentionis®st abl i sh t he p aithtrégards poahe Weblatmp hi | 0s 0 |
extract any measures they take or techniques they adopt in order to conduct particular online functions. In a
similar fashion to the Zimmerman and Wieder (1977), the diaryisesad during the interview teo-e

tract furthe information and elaborate on any particular instances of interest that may have been recorded.

Theoretically hie interviewcan make it possikie draw compariserbetween the behaviour participants
assume they adgpgainst the behaviours theirystudies illustratiefor examplés the participantmore

risk aware thmthey assume or does their behaviour extend beyond what they are willing to consciously
partake in.The interviewcomponent of the research method is handi8dation 5.Below
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5545 SUMMARY

It is based on these eight considerations that the diary was developed around. Below is a succinct summary
of the analysis of the diary design considerations, and it is from this that the pilot study was designed.

Summary of Diary Considerations

(What is the relationship between trust, confidence and online behaviour? The elements that require inveaigatiorf
are:

peseacioues o ‘ - How / what the participants use the Web for ¢ categories and activities
- The participantsimpressions or trust and confidence ¢ do they match up with the theory
Participants } Sowball sample, twenty participants, and requirement to be daily Web users over the ages of 18. ‘
Duration } Two-week period (initial four days discounted as gestation period) ‘
Questions, Medium, \Questipns are a smiall nvumbeerf closed questions with space to elaborate and provide richness to‘
Format | dy NS W Keh KR (K233, Format will be Web form and pen and paper.
Diary Distribution ‘ Local participants due to snowball sampling technique. No issues foreseen with regards to this ‘

To be completed as live as possible. The nature of the study means there is no feasible)

JroughoLtibrary  LasaioAxe SNWERY L dy=0L BNIDLBY(E (2 2 L 6B (KINBA NG as it is based purely on when

Zhpisticn ‘_they chose to use the Web. )
Diary Collection }Arrange interviews as close to diary completion as possible. ‘
Analysis }‘Ihemaiic analysis ‘

Figure22 Summary of Diary Design Considerations (adopted approach)

The purpose of the O6considerationsd is to effecti
which then works to provide a structure up on which hettstudy and the document can be shaped.

Based on the above, the intended research process can be understood in the diagram below:

(Small number of closed
questions, predominately | Diary Sudy (Naturalistic)
open-ended) h

(twoweekDuration) [ PL | P2 | P3| P4 [ Pe | P7 [ P8 | Po [P0 | P11 | P12 | P13 | P14 | P15 | P16 | P17 | P18 [ P19 | ppo | ResearchParticipants
(Showball Sample)

(First four days of diary . p . Data Analysis
document considered | Analysis of Diary Document ﬁ%d Follow-Up Interviews I (Thematic Analysis)
Sl Ry LINDR). - K . h : VN .
"> Back-Up Documents - : V’>— Back-Up Documents - ;

Figure23 Diary Study Process Diagram
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As explaineih thetop of thissection $ections.5.4abové, a pilot study was designed and implemented
based on the above analysis which gives té&e resea
search method as well as the specific elements that have been included withisign &he detail su
rounding the pilot study is discussed in the following section.

5.5.5 PILOT STUDY

Although a pilot study was designed and implem#maatocesses that followed varied from the intended
path. The pilot phase was originally anticipateddtve three participants (who would be excluded from
any subsequent studies) to complete -aveelt diary study, the diary is then analysed in preparation for the
follow-up interviews. The process was expected to adhere to the following diagram

Intended Pilot Path (Diary Sudy ¢ Interview)

_—

Rilot Diary Design

o

Diary Sudy (Naturalistic) |

*Wﬂ
%

‘ F’3 | Pilot Participants

| Analysisof Diary Document |

A

\—' Pilot Interview %—/

Figure24: Intended Pilot Study Path —

As the diaries were in the process of being completed (after week one), the researcher recognised an issue
with the data which required for the diary documents to be completely rbdEsgyaathor deemed it to
be a fruitless process to design and pilot an interview based on the quality of the diary data that was being

generated, therefore chose to focus attention on the diary redesign and not piloting the interview.
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Actual Pilot Path (Diary Sudy ¢ Interview)

o

PFilot Diary Design W
AN v
~ Diary Sudy (Naturalistic) |

y
(
\

\

PL ) L P2 ) [ P Pilot Participants

H_)

( Analysis of Diary Document \\

Figure25 Actual Pilot Study Path

The above figures 24 (intended pilot path) and 25 (actual pilot path) show the differences between the initial
intendetiarystudy design path and gngtualiarystudy design process.

5551 PILOT DIARY DOCUMENT(S)

Figure 26 below shows the physical-giaidy document that was designed and implemented as part of the
pilot study. As is explained in the following section (5.5.6) the outcome of this pilot study was a complete

overhaul of the designrfthe diarystudy document.

Figure26: Pilot Diary Study Document (physical version)
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