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Subsequently, the literature review will lead to the development of nine hypotheses vis-à-vis potential antecedents of organisational 
trust, thereby laying the foundation for the theoretical framework (Sekaran and Bougie, 2013).

However, it principally draws on academic literature due to a general lack of practitioner research that demonstrates the
characteristics of rigour, testability and replicability – and therefore scientific quality (Sekaran and Bougie, 2013).

2.1.1 – MULTIDISCIPLINARY LENSES While the importance of trust in business is well agreed upon by researchers (Arnott, 2007;
Cummings and Bromley, 1995; Fukuyama, 1995; Gill et al., 2005; Mayer et al., 1995; Shockley-Zalabak et al., 2000) and is indeed an
extensively researched topic, it suffers from ‘conceptual confusion’ (Lewis and Weigert, 1985), being defined in a multitude of ways,
often as a result of the differing lenses of researchers from divergent intellectual disciplines.

Though the golden thread of ‘confident positive expectations of the trustee’s conduct’ (Lewicki et al., 1998: 439) weaves through
disciplines, significant differences emerge in the conceptualisation of trust (Beldad et al.

These differences can, however, be reconciled by Fishbein and Ajzen's (1975) theory of reasoned action (TRA) which proposed that
beliefs inform attitudes, which in turn fuel behavioural intentions, and ultimately behaviour (Figure 4).

2.1.3 – COGNITIVE AND AFFECTIVE BASES Given that trust can be understood as an attitude, it is argued that trust consists of both an
affective base and cognitive base (McAllister, 1995; Zaheer et al., 1998).

Cognitive-based trust can be understood as an attitude underpinned by the trustor’s rational assessments of the trustee’s
competence, expertise and reliability (among other attributes), whereas affective-based trust can be understood as an attitude
underpinned by more subjective assessments of a trustee’s benevolence and concern for the trustor (Johnson and Grayson, 2005).

Johnson and Grayson (2005) extended this thinking by demonstrating that both bases can be empirically distinguished, and have both
shared and unique antecedents.

Ganesan and Hess (1997) posited that buyer-seller relationships include up to four entities, producing multiple trust-dyad
combinations, visualised in Figure 5.

Notably, given the internet-based context of CFD brokers, the website oftentimes replaces the human salesperson (Beldad et al.,
2010), and therefore plays a key role in trust development.

2.1.5 – DOMAIN SPECIFICITY Trust can be conceptualised as either general or domain specific (Mayer et al., 1995).

Domain specific trust is narrower, involving trust of a trustee regarding specific actions, in specific contexts (Schoorman et al., 2007).

The first essential condition is risk (Rotter, 1967; Williamson, 1993) – the potential for the trustor to suffer loss or damage, which can
be avoided by not engaging with the trustee.

Consequently, this combination of risk and interdependence engenders vulnerability (Ennew and Sekhon, 2007).

Therefore, trust becomes essential in situations which involve vulnerability and lack extensive control mechanisms, and effectively
acts as a substitute for control (Rousseau et al., 1998).
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Achrol (1997) extended this thinking by proposing that trust flourishes best outside of high-control environments.

Relating these conditions to the CFD broker context, trust is clearly essential given the presence of financial risk, privacy risk and
functional risk (Yousafzai et al., 2003), combined with a trader’s dependency on a broker to access CFD markets.

2.1.7 – DEFINING TRUST Having considered the multidisciplinary lenses through which trust is conceptualised, trust in the context of
Fishbein and Ajzen's (1975) theory of reasoned action, the cognitive and affective bases of trust, the multiple trust dyads, and the
conditions of trust, the study’s adoption of Mayer et al.

2.1.8 – DISTRUST Historically, distrust has been viewed as the absence of trust, situated on the negative end of the trust continuum
(Cho, 2006) – i.e. trust and distrust are mutually exclusive.

Schoorman et al. (2007) disputed this view, arguing that this characterisation of distrust remains relevant only when viewing trust as
domain agnostic, and cannot be applied when trust is domain specific (i.e. one cannot simultaneously trust and distrust someone
regarding the same task).

Although not ideal, these differing perspectives can again be reconciled by viewing each state as a contributor to trusting behaviour,
as suggested by Fishbein and Ajzen's (1975) theory of reasoned action.

In other words, PTT reflects one’s ‘general willingness to trust others’ (Mayer et al., 1995: 715) in the absence of any trustee-specific
trustworthiness data.

Gefen (2000) and Teo and Liu (2005) extended this theory’s relevance to the e- commerce environment, finding that higher PTT
positively affected user trust in e- commerce vendors, while Gill et al.

Lee and Turban (2001), however, found empirical support that PTT plays a moderating role (rather than acting as a direct antecedent),
while Koufaris and Hampton-Sosa (2004) found no support for either role in their study, also set in the e-commerce environment.

Separately, researchers proposed that PTT is influenced by various factors, including personality (Mayer et al., 1995), cultural
backgrounds (Fukuyama, 1995), age (Gilbert and Tang, 1998; Nielsen, 2015) and gender (Freitag and Bauer, 2015).

These contested views of both PTT’s role and components, combined with the high level of cultural diversity in South Africa (Hatting,
2013) – which will likely result in high variability in PTT) – suggest the need for further empirical work.

Pravettoni et al. (2007) supported this view in their study of trust in e-banking, as did Pavlou and Gefen (2004) in their study of the
Amazon marketplace.

This assurance is highly relevant in the South African context, given widespread concern regarding the safety of online payment
systems (Mather, 2014).

Again, this belief holds relevance for the local context as reports suggested that 85% of South Africans remain concerned about their
sensitive information being sold online (CIGI and IPSOS, 2015), while 64% feel vulnerable purchasing online (Pazvakavambwa, 2014).

For example, segments which demonstrate low IBT online may be better served through an offline, face-to-face distribution approach
(Stewart, 2003).

Trust research dating as far back as 1953 identified perceived expertise as a trust determinant (Mayer et al., 1995).

Terms such as ability (Schoorman et al., 2007), competence (Butler, 1991; Sichtmann, 2007) and expertise (Doney and Cannon, 1997)
have also been used, all referring to the trustor’s assessment of the trustee’s ability to fulfil the relevant action of value to the trustor.

Interestingly, however, Selnes' (1998) B2B research contradicted this widely accepted theory, instead prioritising communication as a
key antecedent.

This ring-fences trust to a narrow bandwidth (Rousseau et al., 1998), and means that trusting intention for one task does not translate
into trusting intention for other tasks.
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By understanding the relative importance of perceived expertise, a broker may choose to invest in, and promote, further accreditation 
and education, or tailor its marketing messaging to foster perceptions of competence (Weber, 2016).

 

Benevolence extends beyond the mere refrainment from opportunistic or exploitative behaviour (Morgan and Hunt, 1994) to include
consideration and concern for, and even protection of, the trustor’s interests (Ennew et al.

Doney et al. (2007) extended this thinking, finding customer orientation (conceptualised as a genuine interest in customer needs) to
have almost twice the effect of offer quality on building trust.

Furthermore, Swan et al. (1999) observed the perceived benevolence of a salesperson to be more important than their competence
for trust development.

Finally, Chater's (2015) practitioner research proposed that a lack of perceived benevolence was a key driver of low trust in the
financial services industry.

Butler (1991) and Sitkin and Roth (1993) shared this sentiment, stressing consistency, reliability, fairness and value congruence.

Coulter and Coulter (2002), Hurley (2006), Kramer (2009) and DeSteno (2014) extended the congruence theory to include social
similarity, proposing that people tend to trust those who are similar to them (e.g. including age, gender and race).

In the context of the CFD broker, honesty is clearly salient when dealing with high- value transactions, particularly in cases of technical
trading errors, where brokers can effectively abuse the system by manipulating prices (Contracts for Difference Ltd, 2015).

Importantly, Ennew et al. (2011) argued that honesty is of little value if not consistently practiced, given that consistency breeds
predictability, thereby enhancing trust and reducing perceived risk.

Originally proposed by Sitkin and Roth (1993) and Morgan and Hunt (1994), Mukherjee and Nath (2003) concurred that shared values
are a critical antecedent of trust, particularly in an online environment, as they enhance the feeling of association and stimulate the
development of a shared identity, which is potentially the ultimate form of affective trust.

An alternative stream of thought, however, is that the trustee’s demonstration of specific values (as opposed to shared values),
particularly collectivist-oriented values – positioned to the right of Schwartz's (1994) model in Figure 12 – are instrumental in trust
development (Hillenbrand et al.

Practitioner research by PwC stresses shares this collectivist values-driven approach (Nally, 2014).

These opposing views of value congruence vs specificity are of particular relevance in the South African context which features
markedly high cultural diversity (Hatting, 2013), and, therefore, values diversity.

Notably, such communication can be both formal and informal (Doney et al., 2007), but must include open, two-way dialogue (Hurley
et al.

Christiansen and DeVaney (1998) found empirical support for this theory in the financial planner industry, as did Mishra and
Morrissey (1990).

The topic of website quality is, however, vast, and draws on communications theory and information systems literature, including
Davis' (1989) technology acceptance model, and DeLone and McLean's (2004) IS success model.

Barnes and Vigden (2000), in their WebQual measure, identify eight diverse variables that contribute towards perceptions of website
quality.

This study will, however, focus only on those factors proposed to directly relate to trust, namely website usability and website
security perceptions (Cho, 2006).

Website usability encompasses factors such as ease and speed of navigation through the site (Venkatesh et al., 2014), intuitive
structural design (Wang and Emurian, 2005), ease of transacting, and general aesthetic appeal of the site (Cho, 2006).
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Hoffman et al. (1999), Aiken and Boush (2006) and Lauer and Deng (2007) highlighted the importance of addressing informational 
(personal privacy) and transactional (monetary) security concerns online, while Mukherjee and Nath (2007) labelled website security
as a key determinant of online trust.

This norm has also been presented as pivotal in stakeholder theory, relationship marketing and optimal game strategy (Tangpong et
al., 2016).

In relation to trust, leadership researchers such as Graen and Uhl-Bien (1995) argued that trust must be both bidirectional and mutual
(equal in level), while Tyler and Stanley (2007), in their research of client-banker relationships found similar client expectations.

Similarly, Serva et al. (2005) found empirical support for the trust reciprocity notion in their study of inter-team trust.

From a methodological perspective, approximately 40% of the quantitative studies employed sample sizes of less than 250, thereby
presenting a risk to correlation stability (Schönbrodt and Perugini, 2013), and therefore analysis integrity.

Furthermore, student-rich convenience samples were commonly employed, which Peterson and Merunka (2014) warned are not
necessarily representative of real-world buyers.
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This chapter serves to establish a theoretical background regarding the topic of 

trust by identifying, evaluating, and comparing both academic and practitioner 

literature. Subsequently, the literature review will lead to the development of nine

hypotheses vis-à-vis potential antecedents of organisational trust, thereby laying

the foundation for the theoretical framework (Sekaran and Bougie, 2013).

The chapter begins by deconstructing the complex, multi-dimensional concept of

trust with a view to establishing a comprehensive definition. This is followed by the

identification and analysis of potential antecedents of trust from within the germane

literature, leading to the development of hypotheses (Figure 2).

The review incorporates both academic and practitioner literature. However, it 

principally draws on academic literature due to a general lack of practitioner 

research that demonstrates the characteristics of rigour, testability and replicability

– and therefore scientific quality (Sekaran and Bougie, 2013). To strengthen the 

connection between theory and practice, the author regularly contextualises 

academic research to the CFD broker industry.
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In this section, the complex, multifaceted concept of trust will be deconstructed,

leading to the establishment and justification of a clear and comprehensive 

definition.

While the importance of trust in business is well agreed upon by researchers 

(Arnott, 2007; Cummings and Bromley, 1995; Fukuyama, 1995; Gill et al., 2005;

Mayer et al., 1995; Shockley-Zalabak et al., 2000) and is indeed an extensively 

researched topic, it suffers from ‘conceptual confusion’ (Lewis and Weigert, 1985),

being defined in a multitude of ways, often as a result of the differing lenses of 

researchers from divergent intellectual disciplines. Though the golden thread of

‘confident positive expectations of the trustee’s conduct’ (Lewicki et al., 1998: 439)

weaves through disciplines, significant differences emerge in the conceptualisation

of trust (Beldad et al., 2010). For example, researchers from the psychology
discipline often conceptualise trust as a dispositional variable or personality trait of

the trustor, while sociologists focus on institution-based trust (i.e. trust based on 

structural controls, laws and regulations), and social psychologists focus on trust in 

specific others (McKnight and Chervany, 2001) (Figure 3). All perspectives have

merit, and a comprehensive view of trust within this study would, therefore, need to 

accommodate them.
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To add to the complexity, trust, while commonly understood as a ‘psychological

state’ involving positive expectations of a trustee’s actions (Rousseau et al., 1998: 

395), has been viewed as a belief (Cummings and Bromley, 1995), an attitude 

(Jones, 1996; Kegan and Rubenstein, 1973) , an intention (Mayer et al., 1995), and a 

behaviour (Baier, 1986). These differences can, however, be reconciled by Fishbein

and Ajzen's (1975) theory of reasoned action (TRA) which proposed that beliefs

inform attitudes, which in turn fuel behavioural intentions, and ultimately behaviour

(Figure 4). 

IGURE

(ADAPTED FROMCNIGHT AND

APPLICATION TO TRUST

HERVANY

Uploaded: 05/05/2022| 

Page 10

Checked: 05/05/2022

Chapter 2

ELIEFSATTITUDESINTENTIONS AND BEHAVIOURS

F  3 – TRA 

 MK  C , 2001)



Importantly, trusting beliefs without trusting intentions demonstrate limited actual

trust, whereas trusting behaviours in the absence of trusting beliefs may suggest 

the influence of power dynamics rather than trust (Moorman et al., 1993). 

Therefore, a comprehensive definition of trust for this study must include both a 

belief of partner trustworthiness, and a willingness (i.e. attitude and intention) to

engage in risk-taking behaviour with the said partner. 

Given that trust can be understood as an attitude, it is argued that trust consists of

both an affective base and cognitive base (McAllister, 1995; Zaheer et al., 1998). 

Cognitive-based trust can be understood as an attitude underpinned by the trustor’s 

rational assessments of the trustee’s competence, expertise and reliability (among

other attributes), whereas affective-based trust can be understood as an attitude 

underpinned by more subjective assessments of a trustee’s benevolence and 

concern for the trustor (Johnson and Grayson, 2005). Rempel et al. (1985) 

suggested that the cognitive base typically forms first, while the affective base 

develops as the relationship matures. Johnson and Grayson (2005) extended this 

thinking by demonstrating that both bases can be empirically distinguished, and

have both shared and unique antecedents. Therefore, a holistic view and definition

of trust within this study would need to encompass both cognitive and affective

bases.

OGNITIVE AND AFFECTIVE BASES
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In understanding trust, one must first answer the question – trust between whom?

Specifically, who is the trustor, and who is the trustee. Ganesan and Hess (1997) 

posited that buyer-seller relationships include up to four entities, producing multiple

trust-dyad combinations, visualised in Figure 5.

Given the context of this study, organisational trust will form the focus – i.e. trust 

between an individual buyer (the CFD trader) and the selling organisation (the CFD 

broker). This study’s definition of trust must therefore encompass this dynamic.

Notwithstanding, interpersonal trust may also play a minor role given the occasional

existence of person-to-person interaction (e.g. when contacting the support desk).

Notably, given the internet-based context of CFD brokers, the website oftentimes

replaces the human salesperson (Beldad et al., 2010), and therefore plays a key role 

in trust development. 
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Trust can be conceptualised as either general or domain specific (Mayer et al., 

1995). General trust involves trust of a trustee on a broad variety of matters. 

Domain specific trust is narrower, involving trust of a trustee regarding specific

actions, in specific contexts (Schoorman et al., 2007). Given the business context,

and the relatively narrow scope of the CFD broker-client relationship, a definition of

trust in this study would need to relate to the domain of CFD brokering services.

That said, antecedents of such trust may nonetheless involve generalised trust 

elements, for example, personal propensity to trust.

Despite its recognised importance, trust is not always a prerequisite for commercial 

transactions. Rousseau et al. (1998), for example, proposed that two essential 

conditions must exist for trust to be of value. The first essential condition is risk

(Rotter, 1967; Williamson, 1993) – the potential for the trustor to suffer loss or

damage, which can be avoided by not engaging with the trustee. The second

condition is interdependence – in other words, the need for the trustor to depend on
the trustee to achieve a specific objective of value to the trustor. Consequently, this 

combination of risk and interdependence engenders vulnerability (Ennew and 

Sekhon, 2007). Therefore, trust becomes essential in situations which involve 

vulnerability and lack extensive control mechanisms, and effectively acts as a 

substitute for control (Rousseau et al., 1998). Achrol (1997) extended this thinking

by proposing that trust flourishes best outside of high-control environments. 

Relating these conditions to the CFD broker context, trust is clearly essential given

the presence of financial risk, privacy risk and functional risk (Yousafzai et al.,

2003), combined with a trader’s dependency on a broker to access CFD markets.

These aspects of risk, interdependence and vulnerability will, therefore, need to be

catered for by the study’s definition of trust.
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Therefore, trust, in the context of this study can be understood as the willingness of 

a CFD trader to be vulnerable to the actions of a CFD broker, based on the 

expectation that the broker will perform their promised duties, including the safe 

handling of the client’s money and sensitive personal information, and the provision

of a high quality, reliable trading platform (Figure 7). 

Having considered the multidisciplinary lenses through which trust is 

conceptualised, trust in the context of Fishbein and Ajzen's (1975) theory of 

reasoned action, the cognitive and affective bases of trust, the multiple trust dyads,

and the conditions of trust, the study’s adoption of Mayer et al.'s (1995) definition of

trust is justified, as visualised in Figure 6.
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Note that within this study, the terms organisational trust, broker trust and trust in 

a broker will be used interchangeably, and will all refer to the definition established

here. Propensity to trust, institution-based trust, and reciprocal trust will, however, 

have distinct meanings, which are discussed in the forthcoming sections. 

Before concluding this conceptualisation of trust, it is important to discuss two

related aspects in the interest of clarity and boundary definition, namely distrust

and initial trust. 

Historically, distrust has been viewed as the absence of trust, situated on the

negative end of the trust continuum (Cho, 2006) – i.e. trust and distrust are 

mutually exclusive. However, Lewicki et al. (1998: 439) challenged this theory, 

contending that distrust (which they defined as ‘confident negative expectations of 

another’s conduct’) is qualitatively distinct, and can co-exist with trust (which they

defined as ‘confident positive expectations of another’s conduct’) in

multidimensional relationships. Schoorman et al. (2007) disputed this view, arguing

that this characterisation of distrust remains relevant only when viewing trust as

domain agnostic, and cannot be applied when trust is domain specific (i.e. one

cannot simultaneously trust and distrust someone regarding the same task).
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Relating this distinction to the CFD broker context, it is plausible that a client may 

trust a broker regarding money handling, but not the provision of a quality platform

– thereby enabling trust and distrust to simultaneously coexist (Figure 8). 
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This more granular, segmented view of trust targets presents an interesting area of 

research. However, in the interest of focus and depth, simultaneous trust and 

distrust will be beyond the scope of this study, with a focus on the antecedents of 

trust only.

Classic trust researchers postulated that trust is developed over time (see Blau, 

1964; Rempel et al., 1985; Zand, 1972), while later research (see Chen and Barnes, 

2007; McKnight et al., 1998) sought factors which stimulate relatively high trust

initially. Therefore, trust can be bifurcated into initial and ongoing trust, each with

its own antecedents. While initial trust formation is certainly of interest in the CFD

broker environment, research design limitations will confine this study to the
antecedents of ongoing trust formation, given that the available sample will be 

surveyed regarding their existing relationships with their respective brokers (see

Section 3.3.5).
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Building on the psychology discipline discussed in Section 2.1.1, a trustor’s 

disposition or propensity to trust (PTT) is a trait that impacts their generalised trust

of others. In other words, PTT reflects one’s ‘general willingness to trust others’

(Mayer et al., 1995: 715) in the absence of any trustee-specific trustworthiness

data. 

Mayer et al., (1995: 715) positioned propensity to trust as ‘a stable within-party

factor that will affect the likelihood the party will trust [a person or organisation]’.

Gefen (2000) and Teo and Liu (2005) extended this theory’s relevance to the e-

commerce environment, finding that higher PTT positively affected user trust in e-

commerce vendors, while Gill et al. (2005) found PTT to play a central role in

situations where information about a trustee’s attributes (i.e. their trustworthiness)

was ambiguous. Lee and Turban (2001), however, found empirical support that PTT

plays a moderating role (rather than acting as a direct antecedent), while Koufaris

and Hampton-Sosa (2004) found no support for either role in their study, also set in

the e-commerce environment. Separately, researchers proposed that PTT is

influenced by various factors, including personality (Mayer et al., 1995), cultural

backgrounds (Fukuyama, 1995), age (Gilbert and Tang, 1998; Nielsen, 2015) and

gender (Freitag and Bauer, 2015). The nature and directionality of these

relationships does, however, vary significantly across studies.

With the dependant variable of trust clearly conceptualised and defined, this section 

identifies potential antecedents (independent variables) of such trust. Key literature 

underpinning this section includes Mayer et al.'s (1995) seminal work on the

antecedents of organisational trust; Beldad et al.'s (2010) and McKnight et al.'s

(2002b) contextually-relevant research in the field of e-commerce trust; and Ennew

and Sekhon's (2007) research in the financial services industry. It is noted upfront
that researchers have defined trust in divergent fashions, including trust as a belief,

an attitude, intention or behaviour. Although not ideal, these differing perspectives

can again be reconciled by viewing each state as a contributor to trusting 

behaviour, as suggested by Fishbein and Ajzen's (1975) theory of reasoned action.

2.2.1 – T RUSTOR’S PROPENSITY TO TRUST

2.2 – TRUST ANTECEDENTS
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These contested views of both PTT’s role and components, combined with the high 

level of cultural diversity in South Africa (Hatting, 2013) – which will likely result in 

high variability in PTT) – suggest the need for further empirical work. Returning to 

the CFD broker context, an understanding of the relative impact of propensity to 

trust on organisational trust, as well as the variation of PTT across cultures, age 

groups and genders could prove valuable in terms of target market selection and

marketing messaging. This informs the following hypothesis:

Building on the sociological perspective discussed in Section 2.1.1, McKnight et al. 

(2002b) and Walczuch and Lundgren (2004) proposed that a trustor’s belief that the 

necessary technological and legal safeguards and controls are present in the online 

environment to ensure a desirable outcome – that is, institution-based trust (IBT) –

acts as a key determinant of trust. Pravettoni et al. (2007) supported this view in

their study of trust in e-banking, as did Pavlou and Gefen (2004) in their study of the

Amazon marketplace. 

McKnight et al. (2002b) bifurcated IBT into structural assurance and situational

normality (Figure 9). Structural assurance refers to the trustor’s belief that

protection mechanisms such as regulations and legal recourse are in place for the

purposes of online transacting, and sufficiently protect buyers from undesirable

outcomes. This assurance is highly relevant in the South African context, given

widespread concern regarding the safety of online payment systems (Mather,

2014). The second aspect, situational normality, refers to the trustor’s belief that

transactional behaviour in said environment is both normal and favourable. Again,

this belief holds relevance for the local context as reports suggested that 85% of

South Africans remain concerned about their sensitive information being sold online

2.2.2 – T RUSTOR’S INSTITUTION-BASED TRUST
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H2: A customer’s institution-based trust has a positive relationship with 

their trust in a CFD broker.

(CIGI and IPSOS, 2015), while 64% feel vulnerable purchasing online 

(Pazvakavambwa, 2014).

The focus then moves to the social psychologist’s perspective, wherein trusting 

intention (i.e. a willingness to be vulnerable) is underpinned by a trustor’s 

assessments of specific trustee attributes (Mayer et al., 1995). The first such 

attribute discussed is the perceived expertise of the trustee.

Trust research dating as far back as 1953 identified perceived expertise as a trust

determinant (Mayer et al., 1995). Terms such as ability (Schoorman et al., 2007),

competence (Butler, 1991; Sichtmann, 2007) and expertise (Doney and Cannon,

In the CFD broker context, an understanding of the impact of institution-based trust

may prove valuable in shaping marketing messaging (to address safety concerns), 

distribution decisions, and website design choices. For example, segments which

demonstrate low IBT online may be better served through an offline, face-to-face

distribution approach (Stewart, 2003). This informs the following hypothesis:

F
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Benevolence can be understood as the trustor’s perception that the trustee has a 

genuine interest in the wellbeing and success of the trustor, beyond the profit 

motive (Mayer et al., 1995). Benevolence extends beyond the mere refrainment

from opportunistic or exploitative behaviour (Morgan and Hunt, 1994) to include

1997) have also been used, all referring to the trustor’s assessment of the trustee’s 

ability to fulfil the relevant action of value to the trustor. These researchers argued 

that there is a positive relationship between perceived expertise and trust. Within 

the financial services context, empirical research by Ennew et al. (2011) and 

Johnson and Grayson (2005) supports this thesis. Interestingly, however, Selnes' 

(1998) B2B research contradicted this widely accepted theory, instead prioritising

communication as a key antecedent. Thus, local, industry relevant research of this

potential antecedent is fitting.

Importantly, expertise is domain-specific and relates to the ‘particular action’

outlined in this study’s definition of trust (see Section 2.1.7). This ring-fences trust

to a narrow bandwidth (Rousseau et al., 1998), and means that trusting intention for

one task does not translate into trusting intention for other tasks. In the context of

the CFD broker, it seems intuitive that a customer must perceive the broker to be

knowledgeable in the complex, technical field of CFD trading, such that the broker

can provide a quality service and swiftly address any technical issues that may

arise. By understanding the relative importance of perceived expertise, a broker

may choose to invest in, and promote, further accreditation and education, or tailor

its marketing messaging to foster perceptions of competence (Weber, 2016). This

informs the following hypothesis:

------------------------------------------------------------------------------------------------------

----------------------------------------------

------------------------------------------------------------------------------------------------------

----------------------------------------------

H3: A customer’s perception of a CFD broker’s expertise has a positive 

relationship with their trust in said broker.

ERCEIVED BENEVOLENCE
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F  9 – C
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consideration and concern for, and even protection of, the trustor’s interests (Ennew 

et al., 2011). Figure 10 includes the conceptualised elements of benevolence. 

Corbitt et al. (2003) covered the same topic under the label of market orientation 

(which they conceptualised as focusing on customer needs), and found strong 

correlations with trust. Doney et al. (2007) extended this thinking, finding customer

orientation (conceptualised as a genuine interest in customer needs) to have almost

twice the effect of offer quality on building trust. Furthermore, Swan et al. (1999)

observed the perceived benevolence of a salesperson to be more important than

their competence for trust development. Finally, Chater's (2015) practitioner
research proposed that a lack of perceived benevolence was a key driver of low

trust in the financial services industry. Relating this literature to the context of the 

CFD broker, an understanding of the impact and nature of perceived benevolence 

could inform customer support, marketing and communication strategies. This 

informs the following hypothesis:

(B

H4: 

 E ., 2011)

A customer’s perception of a CFD broker’s benevolence has a 

positive relationship with their trust in said broker.

IGURE OMPONENTS OF BENEVOLENCE 

ASED ONNNEW ET AL
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Perceptions of a trustee’s integrity can be conceptualised as consisting of three key 

themes, namely: honesty (Ennew et al., 2011; Guardian and ICM, 2013); consistency 

or reliability (Gabarro, 1978; Hurley, 2006); and value congruence (Sitkin and Roth,

1993), as visualised in Figure 11. Sekhon et al. (2014: 413) summarise the concept

of integrity as consistently ‘doing the right thing’. Importantly, what is right or fair is

informed by the trustor’s individual values – making for a highly subjective

assessment, and therefore presenting a difficult to manage trust risk. 

Moorman et al. (1993: 93) found perceived trustee integrity, incorporating aspects

of honesty and sincerity, to be ‘the most important predictor of trust’. Butler (1991) 

and Sitkin and Roth (1993) shared this sentiment, stressing consistency, reliability,

fairness and value congruence. Coulter and Coulter (2002), Hurley (2006), Kramer

(2009) and DeSteno (2014) extended the congruence theory to include social

similarity, proposing that people tend to trust those who are similar to them (e.g.

including age, gender and race).

In the context of the CFD broker, honesty is clearly salient when dealing with high-

value transactions, particularly in cases of technical trading errors, where brokers

can effectively abuse the system by manipulating prices (Contracts for Difference

Ltd, 2015). Importantly, Ennew et al. (2011) argued that honesty is of little value if

not consistently practiced, given that consistency breeds predictability, thereby

enhancing trust and reducing perceived risk. 

2.2.5 – P
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The impact of value congruence in the CFD broker context is less clear. Originally 

proposed by Sitkin and Roth (1993) and Morgan and Hunt (1994), Mukherjee and

Nath (2003) concurred that shared values are a critical antecedent of trust, 

particularly in an online environment, as they enhance the feeling of association

and stimulate the development of a shared identity, which is potentially the 

ultimate form of affective trust. An alternative stream of thought, however, is that

the trustee’s demonstration of specific values (as opposed to shared values),

particularly collectivist-oriented values – positioned to the right of Schwartz's (1994)

model in Figure 12 – are instrumental in trust development (Hillenbrand et al.,
2014). Practitioner research by PwC stresses shares this collectivist values-driven 

approach (Nally, 2014). These opposing views of value congruence vs specificity are

of particular relevance in the South African context which features markedly high

cultural diversity (Hatting, 2013), and, therefore, values diversity.
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Communication in relation to trust development can be understood to include 

aspects of clarity and accuracy (Whitener et al., 1998), bi-directionality and 

responsiveness (Money et al., 2012; Mukherjee and Nath, 2003), and regularity or

frequency (Sekhon et al., 2014) (Figure 13). Notably, such communication can be

both formal and informal (Doney et al., 2007), but must include open, two-way

dialogue (Hurley et al., 2013).

Morgan and Hunt (1994: 24), in their Commitment-trust theory argued that 

communication is a ‘major precursor’ of trust. Christiansen and DeVaney (1998) 

found empirical support for this theory in the financial planner industry, as did

Mishra and Morrissey (1990). Mukherjee and Nath (2007: 1192) too tested this

For the CFD broker, an understanding of the relative importance and composition of

integrity perceptions could be translated into strategic marketing messaging (e.g. 

‘we believe in X’), values-based recruitment and SHRM, as well as corporate 

responsibility strategy. This informs the following hypothesis:

H5: A customer’s perception of a CFD broker’s integrity has a positive 

relationship with their trust in said broker.

F  12 – C
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model in the e-commerce context, and found communication to play a ‘significant

role in creating trust’. More recently, Brooks et al. (2015) proposed transparent 

communication to be a trust building strategy for large businesses. Furthermore, 

Theron et al. (2008), in a South African study of financial services, found 

communication to be effective in reducing uncertainty (and therefore risk). Relating

these arguments to the CFD broker, an understanding of the relative importance of

bilateral communication could inform customer support policies, content marketing

strategies (i.e. informing clients of market news, trading opportunities, etc.), as well

as corporate communication strategies (including communication frequency and

format). This informs the following hypothesis:

Given the internet-based nature of CFD brokers, a broker’s website plays a key role

in representing the firm (in the absence of a salesperson or physical presence). It is, 

therefore, plausible that website quality dimensions may impact trust. The topic of 

website quality is, however, vast, and draws on communications theory and 

information systems literature, including Davis' (1989) technology acceptance 

model, and DeLone and McLean's (2004) IS success model. Barnes and Vigden

(2000), in their WebQual measure, identify eight diverse variables that contribute

towards perceptions of website quality. This study will, however, focus only on those 

factors proposed to directly relate to trust, namely website usability and website 

security perceptions (Cho, 2006).

Website usability encompasses factors such as ease and speed of navigation

through the site (Venkatesh et al., 2014), intuitive structural design (Wang and

Emurian, 2005), ease of transacting, and general aesthetic appeal of the site (Cho,

2006). Flavián et al.'s (2006) research suggested that website usability (i.e. general

EBSITE-BASED CHARACTERISTICS

H6: A customer’s perception of bilateral communication with a CFD 

broker has a positive relationship with their trust in said broker.
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The seminal work of Gouldner (1960: 161) positioned the ‘norm of reciprocity’ as a 

stabilising force in social systems. This norm has also been presented as pivotal in 

stakeholder theory, relationship marketing and optimal game strategy (Tangpong et

al., 2016). In relation to trust, leadership researchers such as Graen and Uhl-Bien

(1995) argued that trust must be both bidirectional and mutual (equal in level),

ease of operation) has a positive relationship with trust development, while Roy et 

al. (2001: 3) found ‘a strong relationship between interface quality and trust’. Bart 

et al.'s (2005) findings further supported the website usability proposition, stressing

ease of navigation in information-rich sites. This leads to the following hypothesis:

Given the nature of the CFD broker’s business – handling of client money and 

personal information online – security aspects of a broker’s website are of particular 

relevance. Hoffman et al. (1999), Aiken and Boush (2006) and Lauer and Deng 

(2007) highlighted the importance of addressing informational (personal privacy) 

and transactional (monetary) security concerns online, while Mukherjee and Nath 

(2007) labelled website security as a key determinant of online trust. The additional

anxiety surrounding online payments in the local context strengthens this

argument, leading to the following hypothesis:

H7: 

H8: A customer’s perception of a CFD broker website’s security has a 

positive relationship with their trust in said broker.

A customer’s perception of a CFD broker website’s usability has a 

positive relationship with their trust in said broker.
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while Tyler and Stanley (2007), in their research of client-banker relationships found 

similar client expectations. Similarly, Serva et al. (2005) found empirical support for 

the trust reciprocity notion in their study of inter-team trust. By contrast, there is a

scarcity of research on reciprocal organisational trust (i.e. trust within the customer- 

organisation dyad). Indeed, Schoorman et al. (2007: 347) acknowledged the 

unidirectional shortcoming of their influential ‘Integrative Model of Organisational

Trust’, and thus proposed that trust reciprocity ‘presents a fruitful area for future

research’. 

Importantly, reciprocal trust is defined as:

The trust that results when a party observes the [trusting] actions of

another and reconsiders one’s attitudes and subsequent [trusting]

behaviours based on those observations.

(Serva et al., 2005: 625)

This view of reciprocal trust as a trusting response to feeling trusted, positions trust

on the part of the trustee (the broker) as a potential antecedent of trust on the part

of the trustor (the client), forming a virtuous trust loop (Figure 14). 
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IGURE YPOTHESISED TRUST LOOP

At this stage it is worth noting that many of the aforementioned antecedents can be

influenced by both direct experience with the trustee (i.e. prior risk-taking) and 

indirect experience (word-of-mouth, brand or reputation) (Arnott, 2007). Indeed, 

Mayer et al. (1995) emphasised the direct experience feedback mechanism – i.e. 

that experiences with the trustee lead to the trustor updating their perceptions of

the trustee’s attributes. It is, therefore, plausible that indirect experience (i.e.

Because actions that suggest trust on the part of the broker are within their control,

this strategy presents an interesting area of investigation, leading to the final 

hypothesis:

H9: Perceived trusting behaviour of a CFD broker has a positive 

relationship with a customer’s trust in said broker. 
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To contextualise the trust antecedent literature, and identify literature gaps, an 

analysis of 47 core articles was undertaken, focusing on research context and 

design (see Appendix K). The following observations were made:

From a contextual perspective, the overwhelming majority of studies were

undertaken in the US, UK or Canada (Figure 15), with only one study undertaken in

South Africa. 

reputation and brand) would play a larger role in initial trust formation (given the 

lack of tangible evidence of trustworthiness), whereas direct experience would play

a greater role in ongoing trust formation and maintenance. This study, in alignment

with its focus on ongoing trust (see Section 2.1.9), focuses on direct experience, 

with the recognition of a likely interplay between both factors.

Similarly, the majority of studies were set in e-commerce, banking or financial 

advisory contexts, while no research addressed trust in the CFD broker industry.

Furthermore, the research was fairly aged (M=12.61 years, SD=6.34). Lastly, 

empirical work assessed divergent trust dyad combinations (see Section 2.1.4),

including interpersonal, interorganisational, intraorganisational and organisational.

Considered together, these factors presented a clear lacuna in the literature and

confirmed the need for localised, CFD-industry specific research of organisational

trust. 
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From a methodological perspective, approximately 40% of the quantitative studies 

employed sample sizes of less than 250, thereby presenting a risk to correlation 

stability (Schönbrodt and Perugini, 2013), and therefore analysis integrity. Moreover, 

the external validity of many studies was threatened by the aforementioned 

geographic skew, combined with the use of ‘WEIRD’ samples as described by 

Henrich et al. (2010: 61). Furthermore, student-rich convenience samples were

commonly employed, which Peterson and Merunka (2014) warned are not

necessarily representative of real-world buyers. These findings, although not

uncommon, further confirmed the need for local research that draws on real

customer data.

Separately, it was observed that the majority of antecedent-related studies

employed quantitative methodologies (Figure 16). While this methodological

dominance may suggest the need for a balance of qualitative research, it too

presented a path for the author to follow by providing numerous validated measures

of the respective antecedents (see Appendix D). Sections 3.3.2 and 3.3.7 discuss

this matter in greater detail. 
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This chapter commenced by exploring the complex, multi-dimensional concept of

trust. Building on this understanding, Mayer et al.'s (1995) definition of trust was 

adopted. Potential trust antecedents were then derived from the literature, leading

to the development of nine hypotheses. In the next chapter, the hypotheses will be

amalgamated into a theoretical framework, which will subsequently be tested in the

South African context.
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