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Abstract

A meta-analysis of approximately 800 trust articles written from 1966 to 2006 in A+, A, and
B journals are structured and analyzed. Contributions from the number of published trust
articles, multidisciplinarity, trust objects, trust interactions types, and occurrence of key

variables — in addition to the term trust - are deduced.



1 Introduction

The topic of trust can be found in articles from a wide-range of disciplines, e.g. from
psychology, sociology, or economics, to mention only a few. Most of these, however, only
give a short, very general overview of the meaning of trust, while focusing on special research
questions regarding trust, i.e. trust between employees and management (e.g.
ROUSSEAU/TIJORIWALA 1999); trust between strangers (e.g. MACY/SKVORETZ 1998);
trust in alliances (e.g. NORMAN 2004); and, trust in e-service providers (e.g. JONES ET AL.
2000). As of yet, no overall interdisciplinary structure of trust research has been done.
Consequently, a meta-analysis of trust research is the best way to shed light on the

phenomenon of trust and give a suitable structure of trust research.

2 Method of Meta-Analysis of Trust Articles

The goal of this meta-analysis is to provide answers regarding the various facets of trust. A
universal and clear high-quality pattern of trust will be developed on the basis of all articles in

journals of an A+, A, and B nature from the beginning of 1966 until 2006.

A structured approach is necessary to determine the source material for the review. The major
contributions are likely to be in the leading journals (cp. WEBSTER/WATSON 2002, p. xv).
Thus, the basis for the complete meta-analysis is composed of A+, A, and B ranked journals

to guarantee the highest level of quality.

The ranking of the journals was chosen from the VHB 03 out of the “Journal Quality List”
from 07/05/2006. 290 out of 891 journals fall in the rank A+ (32 journals), A (125 journals),
and B (133 journals)'. This approach guarantees an interdisciplinary review which completely
covers high-quality and relevant trust literature and is thus not confined to one research

method, one specific time horizon, or one specific trust context.

! Rank A+ implies an index > 9, A > 8, B > 7. The evaluation scale ranged from 1 (very low) to 10 (very high).
The results were adjusted according to the different experience levels of the respondents. VHBO3 is a ranking
developed on behalf of the Association of University Professors of Management in German speaking countries
(Verband der Hochschullehrer fiir Betriebswirtschaft — VHB). The ,,Journal Quality List™ is compiled and edited
by Dr. Anne-Wil Harzing, with the primarily goal to assist academics to target papers from journals of an
appropriate standard.



In the first step, the articles taken from the 290 selected journals were scanned for the word
“trust” with the help of the research database EBSCO?. Other similar words, like confidence
or reliance, were not taken into account because of their term differentiation (cp.

DESPORTES 2006; SIEGRIST ET AL. 2005). Approximately 3,200 articles were found.

In the next step, non-relevant articles were excluded. The content of the 3,200 articles were
searched’ to test their suitability for inclusion in the meta-analysis. Articles were excluded
using the following method: In located hits where a) “trust” is negligible, meaning it is simply
referred to in a sentence in the abstract or in the whole article or b) the term “trust” has a
completely different meaning in a financial and/or accounting context, e.g. “unit trust”, which
is another word for investment firm, or “trust” as a legal independent corporation with its own
administration. Likewise, articles with similar words were excluded, i.e. trustee, Educational
Trust Survey, trust fund, antitrust, investment trust, pension trust, royalty trust, trust-region
method. Furthermore, book reviews were not included to avoid double information in the

survey.

The meta-analysis spans 808 relevant remaining articles from initial 3,200.
The following figure reflects the described procedure of building a suitable basis for the meta-

analysis.

891 journals 290 journals ~ 3.200 articles ~800 articles

A+, A and B-
journals out of
Journal quality

list"

Jrust” - hits in basis for meta-

EBSCO

Jtrust” — content

hits* analysis

*End of research July 2006

Figure 1: Procedure of building a meta-analysis of trust articles

2 EBSCO is an electronic research database for articles out of 10.000 academic journals and other sources since
1922.
? In the period June and July 2006.



These 808 articles are pasted in an Access-Database. The database has two kinds of columns:
1) Columns which can immediately be transferred from the article and 2) columns which can
not be filled out before understanding the content of the article.

The database comprehends main criteria like year, subject area®, key variables’, journal
ranking, trust relationship in different depths (between objects and sub-objects), interaction
category (IntA) between persons (P2P), organizations (O20)., communication channel or
virtual reality (CC/VR), intra-personal (P) or intra-organizational (O), to mention only a few.
The detailed explanation of each column will be found in the respective chapters. Thus, the
structure of the literature review is concept-centric® concerning trust relationships and not

author-centric (cp. WEBSTER/WATSON 2002, p. xvi). The set-up of the database is shown

in Figure 2.
Object 1| Sub-object 1 | Object2 | Sub-object 2 [IntA[CCAR[P, O]  Context | Key variables | Citation | Titel of text [ Authors | Vear | Journal [Subject are[vHBO3 [~
organization organizational organization organizational | 020 interfirm risk, cognitive 93 INITIAL TRUST FORMATION - McKnight, D 1998 Acaderny of  Gen&Strat A
parties parties relationship process IN NEWY ORGAMIZATIONAL — Harrison Management
RELATIOMNSHIPS Cummings, Review
Larry L.
|| Cheriany,
organization firm organization firm Q2o interfirm control 136 BETWEEN TRUST AND Das, TK,; 1998 Academy of Gen&Strat A
relationship, CONTROL: DEVELOFING Teng, Bing- Management
strategic CONFIDENCE IN PARTNER  Sheng Review
alliances COOPERATION IN Teng, Bing-
L ALLIANCES Sheng
person employee person manager P2P O employse- employees 74 MANAGERS AS INITIATORS Whitener, Ellen 1998 Academy of  Gen&Strat A
rnanager perceptions OF TRUST: AN EXCHANGE M. Management
relationships, RELATIONSHIP Brodt, Susan E Review
managerial FRAMEWORK FOR Korsgaard, M.
behavior UNDERSTAMNDING Audrey

Figure 2: Set-up of Access-Database
The contributions of the Meta-analysis will follow in the next chapters.

3 Contributions of the Meta-analysis

Key contributions to the increase of trust articles, literary highlights, multidiscipliarity,

objects of trust, and categories of trust interactions are given.

3.1 Development over Time of Number of Trust Articles and the Literary
Highlights

In 1966, the first researchers began publishing highly rated articles about trust. Until 1993,
however, trust was rarely the focus of research. In the course of the last couple years, there
has been an increase in the number of trust articles written, with a peak in 2003 (109

publications).

* The subject area was adopted from the ,,Journal Quality List* mentioned above.

> The key variables were taken from the abstract of all 808 trust articles.

® Literature Reviews are concept-centric, when concepts determine the organizing framework of a review (cp.
WEBSTER/WATSON 2002, p. xvi).
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Figure 3: Development of number of trust articles over time

This growth probably developed because of the continuously increasing international stress of
competition in the last 15 years (cp. RUGMAN/COLLINSON 2006, p. 33). Customer loyalty
and thus trust becomes an important competitive advantage to gain sales from a regular
clientele. The international stress of competition leads to a clear trend of joint ventures and
firm co-operations, which is denoted in the past years. Furthermore, the establishment of e-
commerce increased the likelihood that customers switch companies more readily because of

the improved, easier access to price and service information.

This increase of trust articles in research is boosted by the following ten highly cited’ articles
in the past which shaped trust literature:

CROSBY ET AL. 1990 (Citation index (CI): 242) analyze the quality of the relationship
between salespersons and the customer that determines the probability of continued
interchange between those parties in the future. Future sales opportunities are mostly

dependent up on relationship quality (i.e., trust and satisfaction).

ANDERSON/NARUS 1990 (CI: 407) present a model of distribution firm and manufacturer

firm working partnerships. Communication and cooperation were antecedents which

7 “Highly” means more than 150 citations in the EBSCO database in November 2006. The “citation for the
whole database” from EBSCO was consulted in this analysis.



promoted less conflict and higher satisfaction as consequences of trust. Especially the

respecification of cooperation as an antecedent rather than a consequence of trust is found.

LARSON 1992 (CI: 164) examines social control in network organizational forms through an
inductive field study in high-growth entrepreneurial firms. A process model of network
formation that highlights the importance of reputation, trust reciprocity, and mutual

interdependence is presented.

MOORMAN ET AL. 1993 (CI: 160) show that interpersonal factors are most predictive of
trust. Those most strongly associated with trust were variables like: Integrity, willingness to
reduce uncertainty, confidentiality, expertise, tactfulness, sincerity, congeniality, and
timeliness. Further variables which also affected trust were: Formalization of the user’s

organization, culture of organization, organizational power, and customization.

GANESAN 1994 (CI: 189) suggests that long-term orientation in a buyer-seller relationship is
a function of two main factors: mutual dependence and the extent to which both partners trust
one another. Dependence and trust are related to environmental un-certainty, transaction-
specific investments, reputation, and satisfaction in a buyer-seller relationship. Especially the

two dimensional definition of trust in credibility and benevolence must be emphasised.

MORGAN/HUNT 1994 (CI: 522) study B2B relationship marketing and examine
commitment and trust as key mediating variables of successful relationship marketing. Shared
values, communication, and less opportunistic behavior influence trust. Consequences of trust

are cooperation, functional conflict, and less uncertainty.

MOHR/SPEKMAN 1994 (CI: 158) examine primary characteristics of partnership success
(satisfaction and sales volume). These characteristics are partnership attributes of
commitment, coordination, trust, communication quality, participation, and the conflict

resolution technique of joint problem solving.

MAYER ET AL. 1995 (CI: 344) represent a definition and a proposed model of antecedents
and outcomes of trust including characteristics of the trustor, the trustee, and the role of risk.
Factors of perceived trustworthiness which influence trust are ability, benevolence, and

integrity. Trustor’s propensity is a moderator of trust in the proposed model.



DONEY/CANNON 1997 (CI: 169) examine five cognitive processes through which
industrial buyers can secure the trust of a suppliers firm and its salesperson. Antecedents of
the buying firm’s trust in the supplier firm and its salesperson were characteristics of the
supplier firm (reputation, size) and the salesperson (expertise and power) as well as the
characteristics of the relationship to the supplier firm (willingness to customize, confidential
in-formation sharing, and length of relationship) and select traits of the salesperson
(likeability, similarity, frequent business contact, frequent social contact, length of

relationship).

GARBARINO/JOHNSON 1999 (CI: 173) segment the customer base of an organization into
low and high relational groups to assess how evaluations vary for these groups. The authors
analyze the relationships of satisfaction, trust, and commitment to component satisfaction
attitudes and future intentions. For high relational customers (consistent subscribers of theatre
against occasional subscriber), trust and commitment, rather than satisfaction, are the

mediators between component attitudes and future intentions.

This short overview concerning relevant articles that focus on trust research already shows the
wide spectrum of interrelations that trust is embedded in (e.g. satisfaction, communication,
commitment), psychological aspects (trust propensity and cognitive processes), and different
measurements of trust (e.g. trust or benevolence and credibility) as well as variables with an

unclear causality (e.g. cooperation).

3.2 Multidisciplinarity of Trust

The growth in the amount of trust articles is also due to trust’s multidisciplinary character.
Analyzing approximately 800 articles shows that the research areas® are broader than the
fields mentioned above. Trust functions as a relevant research question in the following areas

of research:

¥ The research areas are the defined according to the subject areas listed in the ,,Journal Quality List“ by Harzing.
Organization Behavior/Studies, Human Resource Management, Industrial Relations (OS/OB, HRM, IR),
Marketing, General & Strategy, Psychology, Management Information Systems, Knowledge Management (MIS,
KM), Economics, Operations Research, Management Science, Production & Operations Management (OR, MS
& POM), Finance & Accounting (F&A), Sociology, Innovation, Public Sector Management (PSM),
Entrepreneurship, and Communication.
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Figure 4: Frequency of research areas of trust articles in %

Even if the relation of articles per journal and subject area is analyzed to avoid that special
subject areas have more journals and thus more articles than others, the rank of the subject
areas nearly stays the same and only a slight shift can be detected: General & Strategy (9.5
articles per journal at an average in the period from 1966 to 2006 in the research area General
& Strategy), Organization Behavior/Studies, Human Resource Management, Industrial
Relations (9.4), Marketing (7.9), Psychology (6.1), Management Information Systems,
Knowledge Management (5.1), Sociology (3.3), Economics (3.1), Operations Research,
Management Science, Production & Operations Management (2.8), Finance & Accounting
(2.8), Innovation (2.0), Public Sector Management (2.0), Communication (2.0), and

Entrepreneurship (1.5).
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Figure 5: Number of trust articles per journal in research areas

Trust research is predominantly undertaken in the fields of “General & Strategy”, “OS/OB,
HRM, IR”, “Marketing”, and “Psychology” for several reasons. As mentioned above, the
increased stress of competition over the past years has led to a higher focus on trust research.
Especially in the “strategy” and “marketing” departments, questions about consumer’s trust
and programs about customer loyalty arise. The augmented numbers of joint ventures and
firm co-operations not only implicates trust problems between organizational cultures and
their employees, but also the importance of trust mechanisms - as a complement to control -
for contractual Business-to-Business relationships to work efficiently. Thus, a huge amount of
trust articles can be found in the research area “OS/OB, HRM, IR”. “Psychology”, as the
fourth predominant area for trust research, mirrors the psychological character of trust. Trust
is a very emotional, fragile, and interpersonal theme which can not easily be quantified, but is
the basis for every interaction. Psychological processes are relevant for trust building. Thus,
marketing managers have to recognize the psychological workings of customers during the

development of trust building measures.

Top journals which publish at least 3% of the analyzed trust articles are Journal of Business
Ethics (5.7%), Journal of Business Research (5.4%), Journal of Applied Psychology (3.7%),

Organizational Science (3.5%), and the Journal of Economic Behavior & Organization



(3.0%). This result mirrors the arguments given above for the ranking of the particular
research areas.

Summarizing these results leads to the observation that trust is a multidisciplinary construct.
This multidiscipliarity developed in the last 60 years. The focus of trust research in theses
different disciplines continues to be on the strategic organizational behavior between

organizations and marketing themes.

3.3  Objects of Trust Relationships

This analysis is based on the second category of the meta-analysis (cp. Chapter 2). The
database had the four defined columns: “Object 17, “sub-object 17, “object 2”, and “sub-
object 2” (cp. Figure 2). “Object 1”” and “object 2 describe the overall categories for the trust
relationship. “Sub-object 17 and “sub-object 2” describe the sub-categories for trust

relationship.

The overall category denotation of the “objects” (e.g. “person”, when a consumer, or
“organization”, when a supplier was interviewed) was achieved by the context, the
hypotheses, or the questionnaire at the end of the articles.

808 articles can be allocated to the three overall “object” categories: Person, organization, and
product/technology. Before explaining the three tangible definitions of the overall “object” —

categories, a short discussion about a putative fourth “object” category is necessary.

Some studies analyze, for example, consumer’s trust in an e-vendor. The “communication
channel” or “virtual reality” seems to be a putative fourth “object” category in the meta-
analysis. The reason why this consideration is rejected will be explained in the following
paragraph.

Communication channels are not only defined as the conventional types of media, like TV,
radio, journals, poster, advertisement in buses, stations or airports, and sponsoring, but also
the Internet (cp. KOTLER ET AL. 2003, p. 861). In this article, the term “Internet” is
broadened by the word “virtual reality””, according to COIFFET/BURDEA (2003, p. 3), in
order to include terms like e-commerce, e-vendor, or virtual communities. Thus, virtual

reality is a sub-category of the communication channel.

? Virtual reality can be described as unifying realistic (or veridical) realities with artificial reality. It is a high-end
user-computer interface that involves real-time simulations and interaction through multiple sensorial channels
(COIFFET/BURDEA 2003, p. 3).
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The communication channel or virtual reality is in fact a medium through which an
organization appears and interacts (cp. SAINI/JOHNSON 2005, p. 362). The direct
interaction takes part between the person or organization and the communication channel.
However, the person or organization also indirectly interacts with another person or
organization. Thus, the communication channel makes interaction possible. When, e.g. a
consumer has trust in an online provider, the consumer will interact with the website of the
service provider, so the website is the virtual illustration of the interacting partner.
Consequently, the communication channel or virtual reality is defined as a medium which
enables interactions between persons and organizations. For this reason, it will not be named
as a further object category in the meta-analysis. In order to account for this information, an

additional column with the mnemonic “CC/VR” is included in the database (cp. Chapter 2).

The object “person” stands for terms like one person (e.g. natural person, consumer,

stakeholder) or group of people (e.g. team, group).

The object “organization” contains terms linked to an organization (e.g. firm, company,
buyer, supplier) as well as to persons who represent an organization (e.g. frontline-employee,
salesperson, representative). This allocation is important for several reasons. First and
foremost, it is vital for the analysis of the relationship between a consumer and the
organization. The contact between a consumer and an organization is often linked by a direct
contact with salespersons. The classification of a salesperson as a person would lead to an
omission of relevant facts in a consumer-firm relationship. Secondly, the relevant
interpersonal joint variables with trust (e.g. trust in a front-line employee) in business with
consumers will be included in the research model. Thirdly, studies show that consumers
transfer the characteristics of a salesperson to organizations or brands. Trust in organization
enhances customer’s trust in the salespeople (cp. ANDALEEP/ANWAR 1996, p. 47).
Fourthly, it was not often clear in the articles whether or not the supplier or buyer was an
organization or a single person business. Lastly, the frontline-employees, salespersons, or
representatives give organizational instruction (e.g. achievement of sales volumes) which
leads to more sales orientated behavior. Thus, they pursue another goal which plays an
important role in trust relationships because of the empirically proven negative affect of sales

orientation on trust (cp. BEJOU ET AL. 1998, p. 174).
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The third “object” category implies all terms linked to products and technologies (e.g. trust in
money or software technology).

Of the 808 articles analyzed, only five articles fall under the “object” category product or
technology. This extremely low number of articles can be attributed to the fact that trust
objects are persons or person-like entities. The consideration to include and account for “trust
in a product or technology” as a research gap is rejected. The reason for this low number most
likely is due to the misunderstanding of the word “trust”; the more appropriate definition
would have been “to have confidence in a product or technology” because performance-based
information is the core of this special relationship and the object is not limited to a person-like

entity (cp. EARLE/SIEGRIST 2006).

Consequently, the important contribution of the meta-analysis at this stage is that the
“communication channel” must be seen as a medium for trust interactions and that trust
objects are persons or organizations/person-like entities. This, in turn, assures the general
possibility of reciprocal interaction between the objects because of their interactive character.
Some researchers’ definition of trust even implies that the interaction needs to be reciprocal

(cp. BLOIS 1999, p. 201).

3.4 Categories of Trust Interactions and their Facets

Different trust interactions with different facets emphasize the need of differentiation in trust

research.

The basic understanding of interaction between two interacting partners is reflected in the
Game Theory. The goal of the Game Theory is the optimal definition of contracts between
interacting partners concerning an allocation of resources, division of risks (under
uncertainty), and behavioral control (cp. RASMUSEN 1994). In the course of trust and
interaction, there are further favorite theories, like Transaction Cost Theory, Principle Agent
Theory, Social Exchange Theory, Theory of Reasoned Action, Rational Choice Theory, and
Resource Dependency Theory, that play an important role in explaining the relationship of

further variables (e.g. opportunism) which are considered when discussing trust'.

' A suitable overview and the discussion of trust in the main mentioned theories is given by MOLLERING
(2006, p. 13).
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Trust implies the possibility and precondition of interaction. The structure of trust interactions
— the next contribution of the meta-analysis - clearly follows the definition of the trust objects
discussed earlier. Consequently, there are three main types of interaction: Trust between
persons (inter-personal or P2P), trust between organizations (inter-organizational or 020),

and trust between a person and an organization (inter-person-organization or P20).

The statement by LARSON (1992, p. 77) that interorganizational trust (O20) reflects
interpersonal trust (P2P) is bisectional. It can be rejected. It is correct that an organization is
an agglomeration of individuals. However, persons who are responsible for business
relationships between organizations pursue an organizational goal which might, in turn, differ
from their private goals. A superior organizational goal of interacting with another company,
which will be traced by the management, will mirror the personal goals of each single
manager. The goal congruence and likelihood of opportunistic behavior of the interacting
partner is a critical factor in relationships (e.g. LEISEN/HYMAN 2004, p. 997;
MARTIN/CAMARERO 2005, p. 92). This aspect of different objective function has also

been picked up in the Game Theory by the calculations of equilibriums'".

A quatrisectional structure is proposed by GANESAN/HESS 1997. Here, the focus is on
Business-to-Business (B2B) trust research. They compose four distinct entities: 1)
Interpersonal trust which exists between an individual buyer and a sales representative; 2)
organizational trust which exists when buyer and sales representative have different levels of
trust in the selling and buying organizations; 3) intraorganizational trust which exists between
a buyer and the buying organization and a sales representative and the vendor organization; 4)
interorganizational trust which comprises trust between organizations (cp. GANESAN/HESS
1997, p. 440). Transferring these categories from B2B to a global trust structure implies that
the second and third dimensions merge into one category “trust between persons and
organizations” (P20). The separation of “trust in one’s own organization” and “trust in a
foreign organization” is then nothing but a sub-category. Therefore, a trisection seems to be

the best solution.

After having introduced the trisection, an analysis of the frequencies concerning the
interactions types will be given. Beginning with the communication channel, P2P, 020, and

P20 interactions will follow.

"' Equilibriums are pairs of strategies in which each player’s strategy is the best response to the other’s (cp.
HOLLER/ILLING 2003, p. 57).
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From the meta-analysis, it can be deduced that in 1998 the first articles focused on trust
interactions through the medium of “communication channel”. Since the year 2000, the
special forms of these interactions have been given more attention in trust research (1998: 2
articles per year, 2005: 20 articles per year). In this very short time, the medium already
includes approximately 15% of the research articles. This is primarily due to the fact that in
the last years e-commerce became an important channel of business. Simply put, consumers
are not interacting with salespersons in stores to the degree that they used to, but rather with
the company’s website. Trust in e-service-providers is one of the main reasons for online

purchases (i.e. GEFEN ET AL. 2003, p. 307, GEFEN/STRAUB 2004, p. 417).

In inter-personal interactions only 2% of the trust articles include the medium
“communication channel”. But in 45% of the 808 articles, inter-personal relationships play a
very important role in trust research. Inter-personal trust research can be separated into two
interactive categories, differentiating between: 1) private interaction, which implies a
relationship between persons outside an organization, e.g. partners (wife and husband),
children, neighbours; and 2) business interaction, which implies a relationship between
persons who belong to an organization, e.g. (new) employees, manager, and supervisor, to

mention only a few.

27% of the overall trust articles focus on inter-organizational relationships. Approximately
1% of these take the communication channel into account. The following analyzed
interactions can be separated into relationships between: 1) Internal interactions
(organizations are joint), e.g. partner firms (alliance partner), parent, affiliate, and network
firms and 2) external interactions (independent and separate organizations), e.g. buyer,
supplier, and manufacturer, to mention only a few. Frequent interactions between

organizations develop as a result of co-operations, supply chain businesses, or joint ventures.

The remaining 26% of the articles analyze interactions between persons and organizations.
Nearly 50% of these articles include the communication channel. The meta-analysis shows
that interactions between persons and organization can be divided into the following two
categories : 1) Internal interaction, where the person belongs to the organization. This kind of

category is also called “organizational trust” (cp. CALDWELL/CLAPHAM 2003), e.g. trust
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of the employee in the organization he/she works for and 2) external interactions (person does

not belong to the organization), e.g. trust by the consumer in a service-provider.

The following figure resumes trust interactions including and excluding the communication

channel and represents the percentage of frequencies of interaction in trust research.

virtual reality
or organization
communication channel

2% 1% 26%

------------- 11% -----------{—————> organization

Figure 6: Categories and frequencies of listed trust interactions in %

To support the procedure of a trisection of trust interaction, the analysis of joint “key
variables” — named in addition to trust in the abstract of trust articles - will improve the
appreciation of trust facets. The key variables lead to different understandings of trust
interaction characteristics. Depending on the interaction type (P2P, O20, P20), key variables
adopt different relevant weight and thus place emphasis on the need for separating trust

research in this trisection.

The next figure shows the frequencies of a cut-out'? of the key variables in the trust concept.
The order of the named key variables follows after their listed frequencies in all 808 trust

articles.

12 Frequencies and not research results of the single trust articles were regarded for two reasons: 1) To include
information from theoretical papers and 2) to avoid the confusion of research results in different contexts which
would lead to distorted results. Key variables are chosen which were named in at least 2% of all 808 articles.
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Figure 7: Key variables in trust research
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A major result of the key variable analysis is the fact that all key variables actually play a role
in all three trust interactions. Only the frequency of occurrence of each single key variable is

different and leads to different facets of trust interaction characteristics.

To show the relevance of the trisection, some highlights of the importance of key variable
analysis can be pointed out. The key variables which stand out for their special interaction

(P2P, O20 or P20) will be given below.

In interpersonal relationships (P2P) key variables, like performance, perception, information,
communication, control, cooperation, and justice/fairness play a significant role in trust
research (cp. Figure 8). Especially key wvariables, like communication, distrust,
justice/fairness, leadership, socio-demographics (e.g. gender), and motivation play a more

important role in P2P trust interactions, unlike the two other trust interactions.
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Figure 8: Frequencies of key variables in P2P trust research

Again, the meta-analysis shows that inter-organizational interactions (O20) are especially
marked by the importance of partnership/collaboration, commitment, cooperation,
performance, useability, transactions costs, and control (cp. Figure 9). Furthermore, unlike the
two other trust interactions (P2P and P20), the key variables culture, independence, industry,

and opportunism play a special role in O20 trust research.
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In contrast to the other two relationships (P2P and O20), P2O-interactions are affected by the

perception of the organization, information, useability, satisfaction, perception of quality,

trustworthiness of the organization, perception of risk.
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This result shows that trust interaction differs in specific focal points.
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4 Key Contributions and Future Research Directions

Key contributions of the meta-analysis show that there is a growing number of published trust
articles. This might be due to competitive stress, ten relevant core articles, and that trust is
realized to be a multidisciplinary construct in business research. Trust objects are persons or
person-like entities. The communication channel can be defined as a mediator in trust
research. Trust research can be structured into three interaction types P2P, 020, and P20.

The occurrence of the three trust interactions depends on special “key variables”.

In trust research there is still the need for a “Trust Theory”. Through the analyzed joint key
variables it can be shown that trust interactions have different characteristics. It can also be
demonstrated, however, that they are all relevant in trust interaction. This leads to the
perception that a “Trust Theory” must cover all mentioned key variables directly or in-

directly. This critical knowledge gap is the core of this meta-analysis.

Gaps in trust research continue to exist. The first point to consider is a lack of a detailed
analysis of the differentiation between “private and business” (in P2P) or “internal and
external” interactions (in 020, P20). Does trust depend on hierarchy, distance of
relationship, dependency of interacting partner or the distinction between private or business
interaction? The second point to consider in order to achieve good model values is the

analysis of trust measurement may vary depending upon the three interaction types.
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Appendix

The following table is structured first concerning the interaction category (IntA — P2P, P20, and 0O20), second after the communication
channel/virtual reality (CC/VR), and third after the name of authors.
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