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complaints. Developing a trusty purchase
environment, including online transactions
showing humbleness in return policy, is one
of the best ways (Tan, 1999; S. Wang, Beatty,
& Foxx, 2004).

Current literature highlighted the relation-
ship between service quality and trust in
many cases, including in the online environ-
ment (S. Ha & Stoel, 2009). According to
(Singh, 2002) most online buyers increase
the expectation to develop the shopping ex-
perience based on the offered service. The
relationship of trust with service quality has
been tested in online environment
(Gummerus, Liljander, Pura, & Van Riel,
2004; Harris & Goode, 2004; Ribbink, Van
Riel, Liljander, & Streukens, 2004; Yoon &
Kim, 2009).

According to Zeithaml (1988), interaction

after-sales, managing the objection, policy
for returning product, and delivery are ser-
vices for online sellers offered by the com-
pany is called a service quality. Customers
are always looking towards quality rather
than the actual results of their desires from
specific services. The buyer's thinking about
service quality might be generally specific
and subjective. It is still not defended that
what should be called the satisfaction in the
state of mind (Bitner, 1990) occurred more
than an unknown period. It is difficult for
the firm to deliver better quality service by

using a guarantee, best transmission system,

and service and product complete informa-

G A -

tion (Emons, 1988; S. Ha & Stoel, 2009;
Yoon & Kim, 2009).

The different researchers examined trust
connection with service quality in an
online environment (Harris & Goode, 2004;
Gummerus et al.,, 2004; Ribbink et al.,
2004; Yoon & Kim, 2009). Advocates
of the different conditions have unique
thoughts because of changes in nature and
interest to make some quality management
in several quality ways. (Donthu & Y00,1998;
Liu et al.2001). When consumers complete
the early part of online purchasing, there is
a connection between satisfying consumer
needs and trust, which later develops to be
a powerful service part (Herzberg, Mausner,
& Snyderman, 1959). (Gronroos, 1994) sug-
gested that the promotions of activities can
influence the buyer's expectation, outside
influences identify two kinds of service qual-
ity. Therefore, it is hypothesized that.

H2: Service quality has a positive influence

on online trust.

The remaining parts of this article will

follow in the coming issues of the

magazine.
By: TIhsanullah Mansoor, Rahman

Shah, Bary jan Patwal
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claimed is called organization corporate

RSPV |

reputation (Whetten & Mackey, 2002).

The role of reputation is the same as eq-
uity or brand goodwill in the marketplace,
especially in several services. In the current
study, we hypothesized the consumer's per-
ception regarding purchasing, which is al-
ways defined by his or her expectation
which itself strongly affected by firm repu-
tation. In previous articles, the interactive
nature of a firm's reputation was studied in
an ordinary manner (Crosby & Stephens,
1987; Lynch Jr, 1985; White & Truly,
1987). Information and experience are two
significant sources of a firm's reputation
which researchers have recognized. Anyone
offering will affect the consumer's expecta-
tion of all other offerings by similar mar-
keters just because of the consumer's ex-
perience. In the entire product line, high-
quality offerings can improve reputation (B.
P. Shapiro, 1973; Wolinsky, 1987).

A good reputation is a strength that can
build consumers' expectations regarding a
firm's offerings (Schmalensee, 1978; C.
Shapiro, 1983). Furthermore, it reduces
doubts concerning offerings. Therefore,
good reputation helps the fast market pene-
tration (Robertson & Gatignon, 1986). In a
study of supermarkets, product uniqueness
was similar to customer's reputation and
promotional effectiveness for purchasing

new products in supermarket study

YA

(Montgomery, 1975). The way organization
reputation helps as an entry barrier
(Milgrom & Roberts, 1982) and how
reputation serves the first mover to build
locality and relationships with buyers and
develop a unique image within the industry
(Porter, 1985). According to (Raj, 1985) a
good reputation will always provide a
stronger position to market share.

An organization that creates a solid reputa-
tion is trusted by the consumers (Koufaris &
Hampton-Sosa, 2004). When a few different
people believe that a company requires a
certain degree of integrity, sincerity, and
fairness, then a potential customer may be
inclined to accept the quality (McKnight,
Choudhury, & Kacmar, 2002). An agency's
reputation needs real strength to support the
company's share of values and an extra
trusting intention to establish new values.
H1: Company reputation has a positive in-
fluence on online trust.

2.3.Service quality and online trust

In an online environment, excellent service
quality reflects a company's attempt to pro-
vide higher service through good delivery,
guarantees, extensive and detailed prod-
uct/service information, and more cus-
tomization (Emons, 1988; S. Ha & Stoel,
2009; Yoon & Kim, 2009). When companies
offer low-quality services, they will not be in-
terested in providing a high-quality warranty,

so this is costly and results in many customer




technology (C.-C. Wang, Chen, & Jiang,
2009). Ecommerce is including of online
buying and selling and several kinds of
products through online transaction sys-
tems connected to the Internet with Inter-
net and computer networks.

The present study fills multiple research
gaps. This paper presents an empirical in-
vestigation to find out how the antecedents
of trust include website design, service qual-
ity, company reputation, security, and pri-
vacy policy, which influence consumer per-
ception in the Afghan environment. This
study aims to analyze the relationship of
company reputation, website design, security
and privacy policy, and service quality with
the trust-building effort of the e-business.
Since the established online marketplaces
are currently unknown in Afghanistan, we
aimed to study whether trust developed
online will translate into repeat purchases in
an offline context.

2, Literature Review

2.1. Company reputation and online
trust

The literature expressed that brand reputa-
tion is an indication of service or product
quality. It is a variable that encompasses the
service of information. Seeking information
and risk perceived for selecting the firm,
consumers used this variable to reduce the
struggle. (Rao, Qu, & Ruekert, 1999; Teas &
2000). Furthermore,

Agarwal, reputation

provides its company with motivation to
perform and keep a good image that they
worked very hard. For expressing the sign
good of product quality, reputation always
plays a significant role in online sales. Before
purchasing, people have to advise buyers to
provide a facility to try, see, and touch prod-
ucts. (Bramall et al., 2004). Buyers' expec-
tations about the company's offerings can
constantly be enhanced when the company
has a good reputation (Schmalensee, 1978; B.
P. Shapiro, 1973).

According to Tanaka (1993), when there is

fast-moving variation in the products, cus-
tomers from different nations will not think
similarly about online business. The com-
pany's reputation reflects its past perform-
ance (Kreps & Wilson, 1980; Rosenthal &
Landau, 1979). Moreover, consumers' expec-
tations are always affected concerning offer-
ings quality (Margulies, 1977; Nelson, 1970;
C. Shapiro, 1982). Reputation has been ex-
plained in detail where shareholders' evalua-
tion in the long term about what the com-
pany is and how the company meets their
promises and makes sure the shareholders'
expectations, but especially fitting the overall
company performance regarding socio-
political atmosphere (Logsdon & Wood,
2002). According to Whetten & Mackey
(2002), certain kinds of shareholders' feed-

back to the organization concerning the

credibility of the firm's identity, which they
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stance, in the U.K., the online buying com-
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munity has risen from 25.5% to 14.6 million
which they bought £8.2billion
($14.3 billion) of products through online

buyers,
websites from 2004 to 2005. it means
online shopping grew by 28.9 % (see
www.bbc.co.uk). The same case in America,
in 2006, buyers consumed 670 million dol-
lars on Cyber Monday, which means 25%
greater  than  the

previous  year

(www.usatoday.com).

The existing marketing network and chan-
nels are now an essential part of many dif-
ferent channels for maximum customers.
Even though there is physical absenteeism,
retailers find new methods to develop
healthy e-business relationships to lessen
the insecurity on internet users (Warrington,
Abgrab, & Caldwell, 2000). The famous me-
dia published news that prominent high
gaps in online security are causing hacking
and spamming than ever before, which is
some statistical data suggesting that a mas-
sive portion of online business is fake. Sig-
nificant variations of fraudulent cases on
the hacking of credit card numbers to the
leaking of personal information are
causing alarms regarding consumer iden-
tity theft (Newholm, McGoldrick, Keeling,
Macaulay, & Doherty, 2004). In these hur-
dles, the retailers must build a reliable re-
lationship with consumers to increase sales

in online business and foster customer loy-

'

alty.

The absence of physical availability of goods
and physical presence between consumers
and sellers reduces online buying and selling
in a particular environment (Jamil & Hasnu,
2013) which means trust is essential. Ac-
cording to an online business study, success
elements in online business include technol-
ogy that is purely addressing security and
privacy issues to some degree (Lamonica,
2000). L.T. experts must work out with their
customers to review the value of trust and
build the relationship in business.

According to E. O. Wilson (1999), busi-

nesses are improving themselves into a
global market, as expressed by online busi-
ness improvement. Moreover, they will need
to imitate different customers for the first
time to have unique norms and beliefs
& McKechnie,

San-Martin & Camarero, 2012). To acquire

(Bramall, Schoefer, 2004;
customers from different nations and en-
vironments, it is necessary to implement
the new concept's market segmentation
concept. To enhance their sales by classi-
fying the customers in the same categories,
it permits the online retailers to act fast
while entirely failing their needs (Barnes,
Bauer, Neumann, & Huber, 2007). Purchas-
ing and selling through the Internet and
shopping is usually known as e-commerce,
and it is expanding fast as the network

technology and flourishing of information




FACTORS INFLUENCING ONLINE TRUST AND REPEAT PURCHASE
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INTENTION: A STUDY OF AFGHAN CONSUMERS

Abstract

The purpose of this study is to examine the
online factors (company reputation, website
design, service quality, security and privacy
policy, and relationship commitment) on
online trust. Furthermore, we aimed to find
whether that online trust translates into off-
line repeat purchases. A pre-tested ques-
tionnaire survey was used to gather re-
sponses from the consumers residing in Af-
ghanistan. Two hundred and fifty-two valid
responses were received for data analysis.
SPSS 21 and AMOS 21 were used for
demographics, confirmatory factor analysis,
and structural equations modeling. Findings
showed that Company Reputation, Service
Quality, Security and Privacy Policy and Re-
lationship Commitment positively predicted
online trust, positively predicting repeat pur-
chase intention. This is one of the first stud-
ies to examine the influence of online factors
on online trust and offline repeat purchase
intentions in Afghan students. In addition,
relationship commitment was introduced
as a novel factor affecting online trust
and repeat purchase intention. The study
has implications for researchers and practi-
tioners as well, which are discussed in the

following sections.

Keywords: Company Reputation, Service
Quality, Security and privacy policies, Rela-
tionship commitment, online trust, repeat
purchase intentions, Afghanistan.
1.Introduction

1.1.Background

Interpersonal trust is a belief held by one
person or group of individuals that any
term, promise, spoken, or written state-
ments that they might trust on each other
(Rotter, 1967). 'Online trust is faith in the
firm by shareholders concerning their busi-
ness activities in the electronic channel. The
role of a website is necessary for a business
to consumer (B2C) and business to busi-
ness (B2B) in electronic business. Accord-
ing to Forrester, in 2000, 51% of firms
would not prefer to do business with their
partners because they do not believe in dif-
ferent websites (Shankar, Urban, & Sultan,
2002). The emerging electronic economy
brings up new business models for online
retailers and buyers worldwide, looking
for new challenges and opportunities.
Internet is a driving force for the emerg-
ing economy, which has given birth to
online transactions. In the 2i1st century,
online selling is the most progressive way of

buying and selling for most firms. For in-
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