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DO YOU TRUST THIS AGENT TO BETFRONIA >
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TRUST

Convenience




CONSCIOUS

V S - Evidence-seeking
[NTU[T[VE - Analytical thinking
T'RL/IST . Risk awareness

INTUITTVE

- Snap decisions

« Emotion

« Heuristics



TRUST

To give responsibility?
i o puichase?

To believe?

Agiresment

o give data?



TRUST EXPEARIKNCH

Convenience

To give responsibility?
To purchase?

Need

To support?

Attraction

\ TranSparéncy \/ To believe?
» \_/‘/‘/ ————— \\“N\—————-—Z—’////
= S~ Agreement
Cost

To give data?




MOVING TO A TRUST BEHAVIOUR
HOLISTIC VIEN
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WXPERIENCE-DRIVEN APPROACH
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Consistency Key moments With feeling




CONSISTENCY
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- Across platforms, touchpoints,
people, communications, etc.

- Clarifying realistic expectations

- Enhancing perceived predictability
and stability



KLY MOMBENTS

- Make benefits of trusting more avar/able than risks

| might be charged incorrectly

| can check-out more easily



WITH FlELING

- Personal interaction VS. personalisation
- Individual interaction VS. personas
- Empathy VS. policy

. Care VS. statements of care




How CAN WEINFLUFENCE 7rUST

EXPERIENCE 41 1rE HOLISTIC
SYSTEM 1.EVEL IN OUR ORGANISATIONS?




2 ! . F
- - A - o - . Ax

()
k%,
—
o
p -
)
-+
c
LLI
)
P -
-]
-+
-]
LL
p -
LS

Centre

PRI S ® T T
Eﬁ_ﬁw B NP




