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Exploring the Gaps in the Website-
Trustworthiness Perceptions between
Online-Shopping Managers and Consumers

Hsien-Kuei Chiu Heng-Li Yang
Dept. of MIS, Department of MIS,
Jin-Wen Institute of Technology  National Chengchi University

ABSTRACT

Through sample surveys and further case interviews, this study
conducted a gap analysis of the website-trustworthiness perceptions

between online-shopping managers and consumers.

The results indicated that, averagely speaking, the
website-trustworthiness perceptions between managers and consumers
were significantly correlated; however, their differences are significant,

and the latter were lower than the former.

The case study found that their differences were caused by several
factors, including the website’s operational and cost considerations, both
sides’ different standpoints, etc. Finally, this paper gives some managerial

implications.

Keywords: Website Trustworthiness, Online Shopping, Gap Analysis,

E-Commerce
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