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Abstract—Consumer reluctance to accept and to investigated the relationships between security and
use electronic commerce has been attributed to Privacy separately, including trust in the internet
lack of trust, uncertainty, information banking context [6], [8].
infringement, and security as well as privacy in e-  Furthermore, trust is also the most important

commerce systems. This study develops a€lement in either offline or online banking and
framework for incorporating the formation of commercial transactions, and consumer reluctance to

initial trust of Indonesia’s Internet banking accept and to use e-commerce are strongly asswciate

consumers and its services usage intention in order With the lack of trust [7], and security and priyd82]

to properly understand factors influencing N e-commerce systems, and particularly trust sigert
technology acceptance. A research model and [29], uncertainty, security, and privacy concerd, [8
hypotheses will be proposed to illustrate the [6] in the context of Internet banking. Moreover,
relationships between the measured variables. The Internet banking users have not grown expectedly in

study will draw some related conclusions including Many countries [40] and customers still prefer gsin
a discussion of findings and deserving implications non-Internet banking service such as Automaticetell

Machines (ATMs)[31] to transact.
|. INTRODUCTION This paper is to develop a framework for
*‘ncorporating the formation of consumer’s initielgt
. . in Internet banking, which in turn, intention toeus-
electronic commerce [32], is a term used t

describe the application of information and. anking. services in Indonesia to gauge factors
communication technology by banking firms to offer mflut_ancmg teg:hnqlogy use.and acceptance. Because
range of banking services [29] and to facilitate thPrevious studies in e-banklng_ may not fuIIy_captu_re
delivery of financial services such as balancéhe real phenomenon and situation occurring with

checking, transaction histories, payment, funaegards to such factors in a developing countrg lik
transfers, document printing [5], to their custosndi- Indonesia as those studies have been limited to the

banking may be divided into several forms; one of/€Stérn context and has drawn more on Northern
which is Internet banking or online banking and thé\Merican and European case studies [29].

others include automatic teller machine (ATM) Iherefore, this paper attempts to derive an
banking, phone banking, and mobile banking [8]. understanding of antecedent variables; which ireolv

Many previous studies designated the criticaflements needed to measure the usage intentiomwith

importance of trust in e-commerce context, whick haN€ context of Internet banking in Indonesia by
caused the penetration rate of online commerce {gCUSINg primarily on initial trust development fino
remain low [7] which can inevitably give a crucial Internet users in Inplonesm, who previously haweene
impact on the Internet banking acceptance [33Jerft USed Internet banking.

all, there is still only a few of studies that tdeeply

lectronic banking or e-banking as a part o
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Those services enabled the wide use of Automatic Trusting intentionsrefers to one’s willingness to
Teller Machines (ATMs), followed by credit cards rely on the other party even though not well-
usage through the Internet. controllable.

Nowadays, Asian countries in particular is The range of trust may diverge, relying on the
predicted to become the most important regionaklationship's past experience, development phases,
market of mobile banking [3] and where the trend ofind indications in the existing setting [30], tetsidy
mobile banking use is likely to get more attractiveattempts to utilize previous framework based oeéhr
Nevertheless, there is a lack of proper evidenemfr basic modes, which the degree of initial trust in a
Indonesia with very few previous studies on th&ervice-based environment can be categorized as:
condition of Internet banking and the general stau characteristic-based trust [25], institution-basrebt
Internet banking research in Indonesia stil[22], and process-based trust [42].
inconclusive. Three dimensions of trust which serve as building

With population around 245 million people [17], factors of trustworthiness involve: trustee’s dijli
the penetration of Internet within five years inbenevolence, and integrity [24]. Ability refersdcset
Indonesia is dramatically increasing and peoplegisi of skills and competencies, which are owned by the
Internet services in Indonesia predictably will betrustees to perform their objectives; benevolence
manifold [17]-[18]. refers to the degree to which the trustees areepedt

Implementation of e-banking in Indonesia isto have good intention toward others sincerely; and
relatively new and in still in its infant phase;virg  integrity refers to the fixed norms that can bedute
started in 1987 with the first ATM services and irtrust others.

1991 for Internet banking by Bank Niaga [2], [38a Moreover, trust was theorized as a combined form
Bank International Indonesia (Bll) in 1998 [39].consisting of calculative-based trust based on
Furthermore, Bank Central Asia (BCA) became comprehendingly concluded costs and benefits and
pioneer in e-banking products and services tknowledge-based trust from an accumulative trust-
massively offering online banking services [39] gthi relevant  knowledge through experience [25].
are regarded as remarkable standard by the indusTherefore, initial trust begins when a person duats
and consumers alike, following ATM serviceshave firsthand knowledge and rely on his/her
booming in 1990s. Currently, BCA is the biggespropensity to trust others or institutional cues,
private-owned banking company and also has ttespecially in an uncertain situation where he/she i
largest and widest network of automated telletrying to find assurance for his/her trust through
machines (ATMs) across the country with more thaexperiential findings.

approximately 7,200 units in 2011 [4]. These day: Some previous studies also mentioned the
there are at least twenty banks utilizing e-bankinimportance of web vendors’ honesty and benevolence
services in Indonesia. in order to enhance consumers’ trust whose integrit
to consumers’ beliefs is more preferred than vendor

B. The Concept of Trust competence [25].

The concept of trust is not yet well defined andc. The Antecedents of Trust
accurately interpreted due to its complexity [25].

: : ; Y TABLE |

Many @fferent_perspectwes on trust and |t§ dabl_ls TRUST ANTECEDENTSFACTORS

also still exhibit the confused arguments, inclgdits Nodiatin

antecedents and outcomes, and the construct df tri Antecedent Variableg Relationship ~ Sources

itself [24]. , o Relative Benefits Initial Trust ~ Significant [19]
Howeve_r* Mayer e_t al.’s definition of trust [24]315‘_ Trust Propensity Initial Trust Significant [71;[19]

become widely admitted as an acceptable delineatic Insignificant  [21];[16]

in the context of e-business domain [30]. After, all Trust Significant  [35]
conceptual definitions of trust constructs wereoals Insignifican’  [9]

defined as “disposition to trust, institution-bagagst, ~ Financial Resource  Trust Significant -~ [23]

trusting beliefs, trusting intentions [27].” Security Initial Trust  Significant  [21][7]

. . f . Trust Significant [9]

+ Disposition to trust refers to a persistent Insignifican [20]
propensity to be willing to rel_y.on others in gealer Privacy Initial Trust ~ Significant ~ [7]
across a wide scope of conditions. Trust Significant  [6]

e Institution-based trust refers to favorable Insignifican”  [9];[20]
conditions are believed in accommodating place t Website Usability  Initial Trust  Insignifican [16]
situational success in facet of one's life. Significant  [21]

Trust Significant [6]

e Trusting beliefs refers to one’s beliefs that the

other party’s characteristics are beneficial tc Company Reputation Initial Trust Significant [21];[7]
If Insignifican  [19]
oneseit. Trust Significant [35];[20]

Government Support  Trust Positive [16];[37]
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In order to recognize crucial drivers of trust et
Internet banking context, it is necessary to recgn
what the antecedents that potentially influencéaihi
trust formation. Table | describes empirically

preceding studies of trust antecedents either in e-

business or e-commerce.

definition and perspective, albeit they may be
inter-related to each other in terms of concepi.[41
With regards to such considerations, there is a&till

lack of studies investigating the links between
security, privacy, and trust in the Internet bagkin

context [6].

Trust antecedents are developed based on [2B)] Website usability The concept of usability refers

cognition-based: e.g., perceived security, perckive
privacy, website usability; affect-based: e.g.,
reputation, word of mouth; personality-orientedy. e.
propensity to trust; and experience-based:
familiarity. Trust antecedents also might be cliésdi
into several forms [13$uch as knowledge-based trust:
e.g., familiarity; institution-based trust (thirdany
support); calculative-based trust (cost and beénefit
e.g., perceived benefits; cognition-based trustl an

personality-based trust. 6)
The antecedents of trust to be investigated here

include the following constructs:

1) Relative benefitsThe context of relative benefits is
derived from a similar context on perceived benefit
that both presume a kind of perceived comfort and
capability advancement of using a new service
over extant ones [19]. Consumers will prefer to use
available services offered even without prior

experience, which can reveal more advantages and Users’

e.g.,

to the effort needed to utilize a computer system
and generally is associated to the extent of
difficulty to manage that functionality [11].
Simply, the concept of website usability designates
the influential factors on the simplicity and the
ease of understandable system structure including
the contents, displays, functions, interface which
can be utilized by costumers; particularly when
visiting for the first time.

Company reputatianit means that one designates
attributes to other party or a person based on
second-hand information about them including
word of mouth from third party [26], since
consumers do not have personal experience with a
company. Reputation can be a determinant driver
on trust building for an Internet banking company
[12], particularly in the initial trust phase. Hewar
from someone else can help engender and raise
beliefs about company’'s competence,

convenience of using new system such as Internet benevolence, and integrity.

banking.
2) Trust propensity It is a constant and steady

perception among people, which can be considered

as the general willingness to trust other peoplis. |

also important in the initial phase of building
relationships, which may also leaven an
individual's beliefs and intentions toward trustee
[26]. Propensity to trust has an impact on initial
trust in online vendor [35] and becomes a key
determinant, not only for interpersonal relatiopshi

but also for trust on his/her trust in technical

7) Government suppartGovernment has customarily

carried on a role in assisting to institute trust i

economic transaction. Such supporting conditions
as legal policies, regulations, and involvemenés ar
needed to derive Internet banking customers feel
more comfortable in  performing online

transactions. In this study, supporting conditions
refer to government support which is involved in
building initial trust formation. Several previous

studies cited implicitly about the importance of
government involvement in enhancing trust [16],

systems, though few research mentioned about the [37], and decreasing behavioral uncertainty [28],

major influence of trust propensity [25], [27].

3) Financial resource Perceived financial resource
refers to one’s ability to fulfill his/her needs in
performing financial things or using a service in
system such as subscription and service fee [36].

especially in the banking context.

Ill. RESEARCHMODEL AND HYPOTHESES

. Proposed Model

person with high financial resources might have ThiS model extends a previous model framework
higher behavioral intention to use a serviceanth [19] described below as a proposed model for this
one who has lower financial resourcesfesearch. The previous model assigned the dynamics
Furthermore, income was positively tied andPf initial trust formation in m-banking context, wh
related to trust [1]. In other words, economicjuantifies perceived reputation, trust propensity,
condition significantly influences trust [23]. structural assurances, and relative benefits as the
Perceived security and perceived privacihe antecedents of trust.

important role of security and privacy in commerce The proposed model draws on some additional
systems and Internet banking study has alreadpriables as the antecedents of trust: e.g., finhnc
been examined empirically [8]. Security andresource, perceived security, perceived privacy,
privacy are included in the form of structuralyepsite usability, and government support to enbanc
assurance [19] and are necessary to separatgdyensity of the concept of initial trust formatimthe

develop the construct: security and privacy [8] isontext of Internet banking acceptance as shown on
order to know more accurately their mfluenUaIFigure 1.

distinctiveness on initial trust, due to the coricep
of security and privacy basically have different

4)
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B. Research Hypotheses

This study deliberately develops
without the involvement of perceived risk [9], thybu
risk is considered as a prerequisite conditiontfost

hypotheses

contribute on one’s initial trust in Internet bankj.

H5: Perceived financial resource will positively
contribute on one’s intention to use Internet bagki
Security and privacy concerns play an important

to emerge [24]. Moreover, due to the fact that thE°!€ in €-commerce and Internet banking succesfs [32

relationship between trust and risk is rather Gatie
and mutually reciprocal which still

Hence, previous study also considered should be

derives aSeparated in order to recognize more influential

confounding and confusing issue in the context-of éurrogate on initial trust [41]. However, thougamy
commerce [9], we therefore do not include perceivedfudies have already found security and privacy are
risk here because our main consideration is on thi@portant constructs, such factor as privacy cameer

trust formation.

Relative
Benefits
Trust
Propensity
Financial
Resaurce
Ha
Perceived
Security HE,
&
Perceived e f
Privacy H
Website
Usability
Company
Reputation
Government
Support

Fig.1. Proposed model

s—3 Usage Intention
v

may derive insignificant on trust as well [9]. Othe
cited both of security and privacy found to have an
insignificant affect to trust (as structural asswe)
[20] and a relatively weak relationship with online
banking acceptance [29]. Therefore, we posit that:

H6: Perceived security on Internet banking services

positively affects one’s initial trust.

H7: Perceived security of Internet banking services

positively influence one’s intention to use it.

H8: Perceived privacy on Internet banking services

positively affects one’s initial trust.

H9: Perceived privacy of Internet banking positivel

influences one’s intention to use it.

The concept of website usability designates the
necessity for an institution to attract the constsme
and creates early impression through website
functionalities implying the quality of system and
information within the contents, which finally
influences consumers’ trust [12] to keep their
intentions in using a service offered online. Ukgbi
has traditionally been considered as a key faator f

Moreover, due to the fact that the relationshigredicting usage intention on a system [34], wherea

between trust and risk is rather intricate and milyu

other noted usability (as perceived ease of us#) wi

reciprocal which still derives a confounding andnsignificantimpact on usage [29]. _ -
confusing issue in the context of e-commerce [@, w H10: The context of perceived website usability of
therefore do not include perceived risk here begaus 'Ntermnet banking positively affects one’s initialdt.

our main consideration is on the trust formation.

Based on previous studies which already measuredi

the significance of relative benefits as an antenedf

H11: The context of perceived website usability of
Internet banking positively affects one’s intentionuse

Many prior researches had already mentioned the

trust [19] and subsequent intention to use INtergh, o ance and the significance of reputation as an

banking service, we have hypothesis that:
H1: Relative benefits of Internet banking signifittg
influence one’s initial trust.
H2: Relative benefits of Internet banking signifidg
influence one’s usage intention.

initial trust building factor [12], [21], [7], padularly

in the initial stage where consumers do not have
adequate knowledge about a company. Though, other
cited that reputation affected initial trust

Because implications of trust propensity on Interndnsignificantly [19]. This condition leads us to a

banking customers’ behavior have not yet beehypothesis that: _ _ y
examined deeply and several previous studies H12: Perceived reputation on banking company peesiyi

empirically found both of its significant influen¢é],
[19], [26], [35] and its insignificant effect onust
[16], [21], [9], we hypothesize:
H3: One’s trust propensity positively affects hés/mitial
trust formation in Internet banking.

relates to one’s initial trust.

Government involvement, particularly related to
policy and regulation in e-commerce use is impdrtan
[14]. It is also considered as an important faaibr
increasing trust [16], [37]. Thus, we suggest the

Extending the results of previous studies, whiclypothesis that:

revealed that trust inclines toward one’s abilitytérm
of financial and economic perspectives [23] inchggi
its role on intention to use a service [36], we g8}
the hypothesis that:

H4: Perceived financial

resource will positively

H13: Perceived government support on Internet hagki
implementation positively influences one’s initialst in

it.

H14: The greater degree of perceived government
support on Internet banking, the more likely it vk
used.
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Previous studies have figured out that relationship V. CONCLUSION

between the extent of trust in a company and usage gased on the findings, this study conveys that the
intention which such degree eventually influencegechanisms incorporated especially with the initial
customers’ intention to use a firm’s offered seegior formation of bank customers’ trust still engenders

products [33]. Accordingly, we posit that: complex and debatable position on the construct of
H15: The degree of one’s initial trust in interr®nking  trust, the antecedents, and outcomes [24] dueedo th
is positively correlated with his/her usage intentio dimensionality of trust in mediating the use of
technological system.
IV. DATA ANALYSIS AND RESULTS This study affirms the results of previous studies

customers with Internet experience but have nev € res_ults rgveale(_j some fmdl.ngs that need to be
used Internet banking services before in Augustl201 urther investigated in future studies.

Participation in the study was voluntary and was
directed to customers who already have bank account
Due to time constraints, only 40 usable and Some limitations are basically identified in this

complete responses were analyzed out of 52 tha weitudy. First, this study only conducted a pilotdstu
collected. The gender classification of response¥ith a limited sample. Hence it still requires het
collected was 35 percent male and 65 percent femdlvestigation with a larger sample in order to supp
and their ages ranged from 20 to 50 years. Most 81 to better prove the extant research hypotheses.
them had 5-10 years-experience with Internet but Second, the design of this research was limited to
never used Internet banking services at all. investigating the views of bank customers with eesp
Based on minimum standard determination off Internet banking; even though they might hawedus
reliability and convergent validity of estimatectfars Other e-banking services such as ATM, phone
[15], Cronbach’s alpha composite reliability (CRhd banking, and mobile banking to fulfill their finaat
average variance extracted (AVE) for all thdransaction needs. Therefore, the setting of thidys
investigated factors in our model were above theould not be concluded to explain such conditions.
required level (Cronbach’s alpha and CR > 0.70, AVE Third, this study was limited in assessing the asag
>0.50). All factor loadings were significant with of Internet banking services focusing on which dest
greater than 0.70 in all cases. Therefore, ourlteesudescribed the initial trust building in Indonesialyo
conveyed that all the measured factors in our mod#lat might not accurately reveal every viewpointref
had adequate reliability and convergent validityirust development process in the field of electoni
Construct correlation table and the square rodt\  banking, particularly in developing countries.
were also checked and each construct satisfied theConsequently, these limitations were considered
criteria for discriminant validity [10]. necessarily for developing a better initial trustdel
Through the generalized path coefficients, thé&h the future study. However, additional studies ar
explanatory power of antecedent constructs can K@quired to further observe and to extend the iexjst
likened. The stipulation of the variables which hlaeg  Model, with more supporting research theories, drigg
highest influence on the initial trust formations@mple size, and the use of longitudinal study to
revealed that relative benefits and financial reseu Provide broader validity and reliability.
had positive impact both on the formation of initia Nevertheless, with the anticipated convergence of
trust and usage intention of Internet banking sexyji Services across banking industries, it may hopefull
whereas perceived privacy, website usability, anbBecome a significant insight for financial services
perceived reputation positively affected the initiast ~ 1his study expectedly contributes especially to the
respectively. Perceived security only derived posit Information Systems (IS) field by revealing the
impact on the usage intention. proposed theoretical and empirical research withemo
Accordingly, government support impact wagepresentative validation contingent on the growing
negatively proven both on the formation of initialst ~Internet banking industries.
and usage intention of Internet banking, followsd b
trust propensity and perceived security which also ACKNOWLEDGMENT
negatively influenced the initial trust formation. We wish to acknowledge Mohammed-Sani
Moreover, perceived privacy and website usability d Abdulai, Prayag Lal Yadav, and Retno Firdyawati for
not posit their impact on the initial trust form@tiof giving helpful comments and contributions, which

The data was gathered on personal bankirg"d renders an extension of measured variables, and

VI. LIMITATIONS

Internet banking. have been used in the completion of this article.
The proposed antecedents explained 75% of the
variance in the formation of initial trust which REFERENCES
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