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The incomplete story
of conversion



“It doesn’t take
much to violate
trust.

IUSt a feW bad
p]ayer s in the
market can spoil it
for everyone else.”
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Trust in Corporate America Has Hit Extreme Lows
Percentage of respondents who have a “great deal” or “quite a lot” of
confidence in big business

1S eroding
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Drivers of trust

Reliability Benevolence

Is the brand Does the brand Does the brand Do customers
safe? have integrity? put customers’ feel a bond with
interests first? the brand?

“We define trust as the willingness to rely on others in the
face of risk”

Sarah Gomillion, PhD Published in Expedia Group Technology


https://medium.com/@sarahgomillion12?source=post_page-----22311d833e04--------------------------------
https://medium.com/expedia-group-tech?source=post_page-----22311d833e04--------------------------------

Detractors of trust

- Predicted size of impact Severe

Lack of Bad Unreliabilit Lack of
Human Intent 4 Security
Connection
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Stitch Fix:
Benevolence & Connection




Women Men Kids

1. Take your
style quiz

Tell us about your style, size + budget so
your Stylist can find the perfect pieces

) STiTCH FiX

' Gabrielle

Lainie
E Travis
ﬁ Missy

Michelle

2. Match with your
(human!) Stylist

They'll personalize and send your Fix box—
always free shipping + returns
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3. Get $30
your first

Plus, get a special «
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The Grey Sweater Problem
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Web Messaging

Customer

| don't know

Terri BOT 9:32 AM

Ah sorry, | didn't quite recognise that account number.
Can you try again please?

Terri BOT

Perfect, thanks Sam, and your account number
please?

Customer

| want a human

Terri BOT 9:33 AM

Ah sorry, | didn't quite recognise that account number.
(’,\/., Can you try again please?
AV

Terri BOT

Perfect, thanks Sam, and your account number
please?

People who never
wanted Al are
stuck with it
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Head of Consumer Product, PayPal




