Credibility of Web Sites

Summary of contributions at Ginny Redish's idea market stall

The initial questions

· Does credibility matter?

· What is credibility?

· What makes a web site credible?  Does it differ for information sites and e‑commerce sites?

· What is the relationship between usability and credibility?

Does credibility matter?

· Yes.

· It matters a lot for government sites because they are about citizens doing business with the government.

What is credibility?

· The user's perception of what is legitimate.

· People bring expectations.

· People's expectations may differ; new and experienced users may have different expectations.

· There is a difference between building credibility and maintaining credibility.

What makes a web site credible?  Does it differ for information sites and e‑commerce sites?

· Credibility matters more for a government agency because it has no physical store to back up its credibility.

· The currency of the data, especially for a job site or a real estate site.

· Ads can undermine a sense of credibility, especially non-relevant ads.

· But relevant ads or sponsors could be okay.  For example, DOT traffic information site would be okay to have radio station sponsors.

· Timeliness of the information increases credibility.

· Asking too much personal information can affect credibility.

· Endorsements from professionals, for example, doctors on a health site, increases credibility.

· A government agency is credible if it is distanced from companies.

· Who the web site is associated with, the endorsers, affects credibility.

· Credibility when you are doing research depends on your recognizing the institution; more "reputable" institutions' web sites are inherently more credible.

· Word of mouth about a site can affect its credibility.

Other factors that increase credibility

· contact information.

· a privacy policy in plain language.

· very little "noise" on the site.

· security, for example of email

· saying what they are going to do and doing it without being too wordy

· keeping information secure

· staying up to date, showing the date

· real reviews

· being open about sources

· objectivity (Are the top search results because they bring revenue to the site or because they are best for the user?)

· information on one site matches information on other sites (especially for medical and legal advice sites)

Does personalization make a site more credible?

· It can if they do it right, if they push information to you that you want.

· Amazon does a great job of personalization, makes it seem more human, increases credibility.

· E-bay with the reviews of sellers has good credibility.

· A web site that sends the message that it "cares about me" is more credible.

What is the relationship between usability and credibility?

There seemed to be a consensus that a site might be usable and still not be credible, but a site that is not usable loses credibility.

· Whether I can complete the task affects credibility.

· A bad experience at a site affects the site's reputation and credibility.

· A bad search can affect the whole site.

· The corporate brand experience online affects usability and can undermine credibility.

· The layout has to work for a site to be credible.

· Consistency makes a site more credible.

· Looking professional makes a site more credible.

