Accepted Manuscript @

Electronic Commerce

.. . . . R h and Applicati
Initial trust and intentions to buy: The effect of vendor-specific guarantees, cus- SsSaiel ancappleations

tomer reviews and the role of online shopping experience

Kristof Stouthuysen, Ineke Teunis, Evelien Reusen, Hendrik Slabbinck (S o P20 ol
PII: S1567-4223(17)30091-1 W
DOI: https://doi.org/10.1016/j.elerap.2017.11.002

Reference: ELERAP 741

To appear in: Electronic Commerce Research and Applications

Received Date: 1 March 2017

Revised Date: 13 November 2017

Accepted Date: 15 November 2017

Please cite this article as: K. Stouthuysen, I. Teunis, E. Reusen, H. Slabbinck, Initial trust and intentions to buy: The
effect of vendor-specific guarantees, customer reviews and the role of online shopping experience, Electronic
Commerce Research and Applications (2017), doi: https://doi.org/10.1016/j.elerap.2017.11.002

This is a PDF file of an unedited manuscript that has been accepted for publication. As a service to our customers
we are providing this early version of the manuscript. The manuscript will undergo copyediting, typesetting, and
review of the resulting proof before it is published in its final form. Please note that during the production process
errors may be discovered which could affect the content, and all legal disclaimers that apply to the journal pertain.


https://doi.org/10.1016/j.elerap.2017.11.002
https://doi.org/10.1016/j.elerap.2017.11.002

Initial trust and intentions to buy: The effect of vendor-specific
guarantees, customer reviews and the role of online shopping
experience’

ii,iii

Kristof Stouthuysen™" Ineke Teunis", Evelien Reusen",
Hendrik Slabbinck"

Abstract

This study experimentally investigates the effects of vendor-specific guarantees and customer
reviews (1) on the formation of initial consumers’ trust—separating institutional and
competence trust—and (2) on first-time consumers’ intentions to buy. In addition, we
examine how differing levels of online shopping experience moderate the relationship
between trust and consumers’ intentions to buy. The empirical results of the study reveal the
relative effectiveness of the two vendor mechanisms, with vendor-specific guarantees having
a more positive effect on institutional trust and customer reviews on competence trust. While
our results also show that initial trust is a central concept in explaining consumers’ intentions
to buy, we find that this relationship is more pronounced for competence trust in case when
consumers are more experienced with online shopping. Meanwhile, institutional trust seems a
necessary prerequisite for both experienced and inexperienced online shoppers to actually

buy from an unfamiliar vendor. Our study provides important managerial implications that
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