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(Kemp, 2000)
Urban, Sultan and Qualls (2000 )
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Webster (Trust) (1) (Belief)
(Confidence) (Honesty) (Integrity)
(Reliability) (Justice) (2) (Confident)
(Expectation) (Anticipation) (Hope) (3)
(Responsibility) (Obligation)
Barber(1983) (1)
(Technically Comptent) (2) ( )
Renn and Levine (1991,
p53) (1) (Perceived
Competence)— (2) (Objectivity)—
3) (Fairness)— (Acknowledgement)
4) (Consistency)—
(5) (Faith)—
(Goodwill) Morgan and Hunt(1994:23)
(Reliability) (Integrity)
Earle and Cvetkovice (1995)
(Competence) (Responsibility) Mishra(1996, p265)
(Competent) (Open)
(Concerned) (Reliable) (Vulnerable)
Mayer, Davis and Schoorman (1995) (
) (ability) (integrity)
(benevolence) (Trustworthiness)

Mayer et al. (1995)
Gansan and
Hess(1997:440) (1)
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(Credibility) (2)
(Benevolence)
Singh and Sirdeshmukh(2000)

(Competence) (Benevolence)
(Reliable)

Mayer et al. (1995)
Kasperson, Golding and Tuler (1992:170)

(Social Trust) (1) (Commitment)— (2)
(Competence) (3) (Caring) (4) (Predictability)—
(Faith)

Griffin ( 1967:105)

(Reliance) Mayer et al.(1995)
(Willingness to be Vulnerable)

(Lumhmann, 1988) Powell(1990)
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( ) ( )

(Barber,1983)

Doney and Cannon (1997)

(Ability)(Cook and Wall, 1980; Deutsch, 1960; Sitkin and
Roth, 1993; Butler, 1991; Butler and Cantrell, 1984; Kee and
Knox, 1970; Mayer et al.,1995; Singh and Sirdeshmukh, 2000)

(Competence) (Aderson and Narus, 1990; Baier, 1986;
Garbarro, 1978; Kasperson et al., 1992; Kee and Knox, 1970;
Mishra, 1996) (Expertness)(Barber, 1983; Blakeney,
1986; Heimovics, 1984; Koller, 1988) (Dynamics) (Blakeney,
1986; Giffin, 1967; Heimovics, 1984)

(Integrity)(Shaw, 1998; Butler, 1991; Gabarro, 1978; McFall,
1987) (Honesty)(Blakeney, 1986; Garbarro, 1978;
Johnson-George and Swap, 1982) (Credibility) (Bonoma,
1976; Koller, 1988) (Reliability)(Bonoma, 1976;

Heimovics, 1984; Johnson-George and Swap, 1982)
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(Openness)(Blakeney, 1986; Garbarro, 1978; Giffin, 1967)

(Benevolence) (Bonoma, 1976; Giffin, 1967; Heimovics,

1984; Holmes, 1991; Johnson-George and Swap, 1982; Kasperson
et al., 1992; Kee and Knox, 1970) (Goodwill)(Baier,1986;

Barber, 1983; Blakeney,1986; Dunn, 1988; Garbarro, 1978;
Husted, 1990) (Responsiveness)(Gaines, 1980; Heimovics,

1984; Johnson-George and Swap, 1982; Koller, 1988)

Mayer et al.(1995)

(Trustor's Propensity to Trust)

(Ability) (Benevolence)
(Integrity) McKnight and
Norma(2001) (Disposition to Trust)
(Institution-Based Trust) (Trusting Beliefs)
(Trusting Intentions) (Trust-Related Behavior) 2
2

1.

2.

1. (Structural

Assurance)

(Securely) —

2. (Structural

Normality)

(Securely)
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(Characteristics)

(Trustworthy)

1. (Competence)
(Securely)
(Ability)

2. (Benevolence)
(Securely)

3. (Integrity)
(Securely)

4. (Predictiability)
(Securely)

( )

Trusting
Intention

1. (Willness to Depend)
2. (Subjective
Probability of Depending)

(Cooperation)
(Informal
Agreement)
(Granting Autonomy)

(Transacting Business)

McKnight and Norma(2001)
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)
Lewis and Wiegert(1985)
(Cognitive) (Affective) Lewis
and Wiegert (1985)
(Competence)
(Responsibility)

(McAllister, 1995)
(Emotional Bond) (Lewis and Wiegert, 1985)



148 (5)

Dayal et al. (1999)
(Merchant Legitimacy)

Cheskins/Sapient Report (1999) 28

(navigation) (presentation) Hoffman et al. (1999)
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Jones et al. (2000)

(dependability)
(availability of systems)

Smith, Bailey and Brynjolfsson (2000)

Urban et al. (2000)
Urban et al. (2000)

Jarvenpaa, Tractinsky and Saarinen (1999,2000)

Jarvenpaa et al.

Shneiderman(2000)

Schneiderman

Palmer, Bailey and
Faraj (2000)
Shaw(2001)
Shaw(2001)
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Sheehan and Hoy (2000) (FTC)

(Fair Information Practices)

Duft, Smieliauskas and Yoos (2001)

Tan and Thoen (2001)
(Trust in the Other Party, or Party Trust)
(Control Trust)

Papadopoulou, Andreou and Martakos (2001)
(e-servicescape)
(Trusting Belief)
/
(credibility)

Lee and Turban (2001)
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Sultan,
Urban, Shankar and Bart (2002) 25 6700

(entity)
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(Class) (Attribute)
( )
( )
(Framework)
)
( )
(2)
(

15
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Cronbach

(LISREL)

22
22

22

Spearman

129
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( 3)
( )
( ) () ( 1~7) ()
( 8~14) () (
15~17) ( ) ( 18~21)
() ( 22~24) ()
( 25~27) ()
( 28~33) () (
34~36) () ( 37~38)
() ( 39~40) () ( 41~47)  (
) ( 48~50) () (
51~53) 53
129
1
3
() Fogg et al. (2001);
Jarvenpaa and Tractinsky
(1999); Smith et al. (2000);
Duff et al.(2001)
() Smith et al. (2000); Sultan

et al. (2002)
Cheskins/Sapient Report
(1999); Lee and Turban
(2001); (2001); Fogg et al.
(2001); Schneiderman
(2000); Urban et al. (2000

() Hoffman et al. (1999);
Cheskins/Sapient Report
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(1999) Schneiderman
(2000); Dayal et al. (1999)
) Schneiderman (2000)
) Butler(1991); Sitkin and

Roth(1993) Schneiderman
(2000) Dayal et al.(1999);
Sultan et al. (2002); Urban
et al., (2000) Smith et
al.(2000)

) Butler(1991); Mishra(1996);
Cheskins/Sapient
Report(1999); Housel and
Bell(2001); Palmer et
al.(2000); Shaw(2001);
Sultan et al. (2002);
Schneiderman(2000)

) ( Palmer et al. (2000);

) Schneiderman(2000);
Shaw(2001); Sultan et
al.(2002)

) Smith et al. (2000); Sultan
( ](2002)

) Mishra(1996)
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Butler(1991); Sheehan and
Hoy (2000)

Ganesan(1994); Smeltzer
(1997); Smith(2000);
Jarvenpaa and Tractinsky
(1999); Cheskins /Sapient
Report(1999) Sultan et
al.(2002) Schneiderman
(2000); Dayal et al.(1999)

Palmer et al. (2000);
Schneiderman (2000);
Sultan et al. (2002);
Cheskins/Sapient Report
(1999)

Housel and Bell(2001);
Pinckaers(1996);
Shapiro(1999);
McCarthy(2000); Sheehan
and Hoy (2000); Hoffman et
al.(1999) Palmer et
al.(2000); Shaw(2001);
Sultan et al.(2002);
Schneiderman(2000); Smith
et al.(2000) ; Lee and
Turban (2001);Han and
Maclaurin(2002)
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317
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17~18 19~20 |21~25 26~30 31~35
8 23 4 0 0 35(11.04%)
22 26 2 0 0 50(15.77%)
0 38 19 2 0 59(18.61%)
0 55 24 0 1 80(25.24%)
0 0 29 30 8 67(21.14%)
0 0 17 7 2 26( 8.20%)
30 142 95 39 11 317
(9.46%) ((44.79%)((29.97%)| (12.30%) | (3.47%) | (100.00%)
Cronbach o
() ()
0.7 0.9501 5
5
1~21 8968
() 1~7 7301
() 8~14 8416
() 15~17 | .7981
() 18~21 | .7434
22~36 | .8836
() 2224 | .6660
() 25~27 | .6271
() 28~33 | .8421
() 34~36 | .8835
37~53 | .7899
37~38 | .7335
39~40 | .7018
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160
41~47 71827
48~50 7782
51~53 .8220
3.
1 0.9 0.9
Chi-Square 3(i.e.,139.9/58<3)

2

Goodness of Fit Index (GFI)= 0.9337

GFI Adjusted for Degrees of Freedom (AGFI)= 0.8960
Root Mean Square Residual (RMR)= 0.0542
Chi-Square= 139.9354

Chi-Square DF= 58

33

07
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16 34.5
Spearman
Siege(1956)
6
Spearman
0.93407
P 0.000003 0.01
( )
Siege(1956)
() () ()
() ()
«C ) ()
() () ()
)
(
)
( ) ( )
() 1 (6.55) 1 (3.30) 1
() 2 (6.53) 2 (4.18) 2
() 3 (6.13) 3 (4.80) 3
() 4 (6.04) 4 (5.63) 4
() 7 (5.85) 5(6.63) 5
( 6 (5.90) 7(7.71) 6
( 5(5.96) 8 (7.84) 7
() 8 (5.81) 6 (6.86) 8
() 10 (5.697) 9 (7.89) 9
() 9 (5.70) 11 (8.52) 10
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() 11 (5.64) 10 (7.94) 11
() 12 (5.61) 12 (8.97) 12
C ) 13 (5.30) 13 (10.29) 13
Spearman
0.933559 p
0.000001 0.01
( )
Siege(1956)
15 15 30 16 6 29 20
28 1 8 44 23 27 32&33 4
7
(

15 2 (6.62) 1 1
30 1 (6.63) 3 2
16 3 (6.52) 2 3
6 4 (6.48) 6 4
29 5(6.48) 7 5
17 7 (6.45) 5 5
20 6 (6.47) 10 7
28 8 (6.42) 9 8
1 16 (6.31) 4 9
8 14 (6.32) 8 10
44 11 (6.41) 12 11
23 12 (6.38) 13 12
27 13 (6.36) 14 13
32 9 (6.41) 19 14
33 10 (6.41) 18 14
4 17 (6.30) 11 14
5 15 (6.31) 15 17
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52 19(623) | 17 18
43 18 (6.24) | 20 19
51 23(6.07) | 16 20
14 20(6.18) | 22 21
31 21(6.14) | 24 22
53 22(6.13) | 23 23
7 24 (6.07) | 21 24
10 25(5.97) | 25 25
11 28(5.86) | 26 26
41 26 (5.91) | 30 27
9 30 (5.82) | 27 28
18 31(5.80) | 31 29
38 35(5.67) | 29 30
3 32(5.69) | 33 31
37 39 (5.61) | 28 32
19 27(5.88) | 42 33
42 29(5.86) | 40 34
34 34 (5.67) | 37 35
13 38(5.63) | 35 36
21 41(5.52) | 32 37
39 36 (5.64) | 38 38
26 37(5.64) | 39 39
25 40 (5.56) | 36 40
35 33(5.68) | 45 41
2 49 (5.38) | 34 42
46 43(5.49) | 41 43
49 42(5.51) | 43 44
22 45(5.47) | 46 45
47 44 (547) | 49 46
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24 46 (5.46) 48 47
12 50 (5.24) 44 48
48 51 (5.06) 47 49
36 47 (5.45) 52 50
40 48 (5.42) 51 51
50 52 (5.00) 50 52
45 53 (4.44) 53 53
5.

T 95% Levene

6 15 16 17 18 19 20 26 28 29 33
41 42 43 Unequal

4 14 16 17 18 25
8
8
Mean( ) Mean( )

N04 6.38 6.10 0.28
N14 6.08 6.40 -0.31
N16 6.42 6.77 -0.35
N17 6.36 6.68 -0.32
N18& 5.67 6.14 -0.47
N25 5.66 5.31 0.35
6.

T 95% Levene

6 8 15 16 17 18 29 41
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Unequal

5 8

12 15 16 17 21 29 33 46 48
9
9
Mean( Mean( )

NO5 6.00 6.43 -0.43
NO8 6.08 6.41 -0.33
N12 4.99 5.33 -0.34
N15 6.35 6.71 -0.36
N16 6.28 6.61 -0.33
N17 6.16 6.56 -0.39
N21 5.82 5.41 0.41
N29 6.29 6.54 -0.25
N33 6.26 6.46 -0.20
N46 5.26 5.58 -0.32
N48 4.74 5.17 -0.43
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Exploring the Critical Factors of the
Shopping-Website Trustworthiness

Hsien-Kuei Chiu Heng-L1 Yang
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Jin-Wen Institute of Technology National Chengchi University

Abstract

Building transaction and long-term relationships with customers is
very important for a shopping website. Besides, the website’s
trustworthiness is the key to successfully building customer relationship.
A trustworthy website allows customers to shop with safety along within
their buying life cycle. Therefore, the paper attempts to delve into the
structure of website trustworthiness and identifies its critical components
by reviewing the literature and measuring web users’ attitudes, as well as
consulting professionals in the information Society. The result of this
study shows that the website trustworthiness consists of three dimensions:
ability, integrity, and relation. These dimensions can be further divided
into 13 factors, and a total of 53 detailed items. Moreover, the study also
identifies the importance rank of 13 factors as well as the 53 detailed
items. The major contribution of this paper is to provide a website
operator the direction toward creating its trusted environment and also

helps a party evaluating a website’s trustworthiness level.

Keywords: Trust, Trustworthiness, Information privacy, Website,
e-commerce, Customer relationship
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