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Intro hook - timer test at Expedia 



The incomplete story 
of conversion 



“It doesn’t take 
much to violate 
trust. 

Just a few bad 
players in the 
market can spoil it 
for everyone else.”



70% of respondents are 
unwilling to trust someone 
who has different values, 
information, life experiences 
or backgrounds



Trust is eroding



An evolving trust signal: 
reviews

“88% of consumers 
trust online reviews 
as much as personal 
recommendations.”
BrightLocal Consumer Survey 2014

“49% of consumers trust 
online reviews as much as 
personal recommendations, 
a decrease from 79% in 
2020”
BrightLocal Consumer Survey 2025



Will my experience match 
my expectations?



AI 
Summary 
Reviews



Drivers of trust

Sarah Gomillion, PhD Published in Expedia Group Technology 

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

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


Detractors of trust

Lack of 
Security

Lack of 
Human 
Connection

Minor Severe

Bad 
Intent Unreliability 

Predicted size of impact



PayPal: 

Security & 
Reliability



Stitch Fix:
Benevolence & Connection



Stitch Fix:



The Grey Sweater Problem



What happens when 
something goes wrong?

 



People who never 
wanted AI are 
stuck with it 



Generational Trust



Thank you


