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Abstract: Trust is very important for the sustainability of an online business. Take care of the trust of customers is
a must for an online store that is very different from the normal physical store. Due to a number of situations, the
seller and the buyer cannot meet in person, the customer cannot see the products we sell directly and the payment
process must be through a bank transfer or with an online payment system. This study report and combine
technology acceptance model within an information system (IS) success model in the context to assessing trust on
electronic transaction succession. The researcher has developed the model base on the input-process-output the IS
success models. Study observes how trust and risk affect an Internet consumer’s related with intention to use.
Development of theoretical framework de- scribing that trust making process a consumer uses when purchase.
Success of an electronic transaction on many factors, one of the important is trust. Acquiring customer trust
depends on many things such as web site, quality service, and trust tendency. This paper analyses the role of trust
from the transaction perspective to building customer trust.

Keywords: IS model, Technology acceptance model, Customer trust, Perceived trust risk, Electronic transaction
system.

1. Introduction

Trust has been studied in the literature from a variety of ways such as transaction, technology, product, and
information content. This study investigates the success factors of electronic transaction, one that presents information
delivery to consumers’ intention. Trust is important relation with customer and social aspect [1,2]. Trust is a
mechanism who controlling a few facilitates related with maintains uncertainty, weakness, and dependency [3.4]. It is
showed in online shopping behavior, where customers can not individually to check the subject. In implementation,
customer has to limit to get information and resources thereby attempting to the complexity of online transaction
directly [5]. Trust refers to the vulnerability and any action on the expectation by other, and this is ability to control the
other party [6]. Therefore, trust suggestion becomes considered as component in assessment an implementation.

According to TAM (Technology Acceptance Model) model, a user's attitude has the potential to use the system
given a hypothesis to determine whether he actually uses it or not. Attitudes towards use, in turn, are based on two main
beliefs, namely perceptions of benefits and perceptions of ease of use. Perception of ease of use has a causal effect on
perceived benefits. Then it directly affects the perception of benefits and perceptions of ease of use [7].
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Trust and risk are important to support intention to uses. Trust and risk have the opposite relationship [8].
Therefore, the necessity of information technology and also from the other angle such as web site, must be taken to the
risks faced adopting it.

Research in the field of IS [9-12] has explained that SI performance studies are very necessary to improve
performance levels, this is closely related to technology risk management [13, 14] and is useful for IS implementation
[15]. Therefore, this phenomenon is very interesting that SI performance studies by developing new things are related
to IS models for success in adopting, combination or adaptation of previous IS models. Development may be important
to explore opportunities for IS models to improve performance.

The purpose of this research is to improve the quality of security and confidentiality to the service of electronic
transaction related with assessing trust model. Minimize potential risks among customers. In the system, the transaction
must ensure that the transaction is secure and can legally verify, authorize and acknowledge. The purpose of this paper
is to explore the influences mentioned above and to develop IS models relating to the assessment of trust in the success
of electronic transactions by adopting, combining, and adapting technological advances and the success of the IS [16,
17] model.

Based on the research mentioned above, two research questions were then submitted for the implementation of this
exploration study.

Q-1. How to understand the relationship between user assessments of the model of trust in the success of electronic

transactions?

Q-2. How does combining the user acceptance model in the IS success model relate to the intention to use the

system?

This paper is divided into two parts, where the first part explains the research program. Then the second part
continued with a literature review, research methods, the results and discussion, and the conclusions section.

Another goal of this study is to examine the influence of trust, security, and experience privacy. Mayer and Davis
(1995) propose a trust model that outlines conditions when trust occurs. In this study, focus on the beginning of trust or
no relationship be- tween consumers and online stores. Trust and risk in the theory of planned behavior, will be a
concept in this research as a belief that has an impact on the intention to transact online. Trust relates to consumers to
believe that online stores are able to carry out trans- actions and protect consumers' personal information

2. Literature Review

It is explained that the application of IS cannot be avoided will have an influence on the owner, but must bring
success to the implementation of the system [10, 18]. The success of the implementation of SI is a challenge for the
owner before getting benefits. Conversely, failure of the implementation of IS will have an effect on finance so that
failure can also affect the business survival of the system owner [19].

The role of IS has changed and developed over the past decade. Likewise, academic field investigations into IS
effectiveness measurements have developed over the same period [16]. Shannon and Waver define that technically the
level of communication is the accuracy and efficiency of the communication system that produces information.
Semantic level is the success of information in conveying the intended meaning. The level of effectiveness is the effect
of information on the recipient. In IS Success Model [16], the quality of the system is measuring technical success,
information quality is measuring semantic success, and use, user satisfaction, individual impact, and the impact of the
organization is measuring the effectiveness of effectiveness.

Based on the consideration of the process of causal relations, the dimensions of success are proposed to be related
to each other independently. This has important implications for the measurement, analysis, and reporting of IS success
in empirical studies. The process model show that the first IS was made containing various kinds’ features, which can
be characterized as displays of various system levels and quality of information. Next, the user uses this system to
assess whether satisfied or dissatisfied with the system or product information. The use of information systems and
products then impacts individual users in doing their work, and the impact of these individuals collectively results in an
impact on the organization [16]. Based on the research of Mayer et al (1995), it defining that trust has become
increasingly widely accepted in e-commerce domains [22]. Trust is the desire of the party to be vulnerable to the
actions of other parties based on expectations that others will take important actions for the trustor, regardless of the
ability to monitor or control the other party [21]. Previous research has stated that e-commerce trust has an impact on
online trade-based penetration rates [23]. Trust presents calculative calculations, predictions, abilities, and transference
the process between the relationship of buyers and sellers [24].

For research related with tendencies of many IS studies which developed the research models by adopting,
combining, and adapting the previous IS models [25].

3. Research Method

The selection of an important framework is in planning, making and maintaining an application. The resulting
application becomes more stable and reliable; this is because the Framework has gone through a process of testing both
stability and reliability and also makes it easier for developers to document applications that are being built.
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The model development study was carried out by adopting from several previous models so that the model
developed was obtained. The study was conducted by looking at some literature related to the success of the SI model.
Besides reviewing the literature that too conducted to formulate a research program [26, 27]. Research using positive
claims method to develop knowledge, researcher test hypothesis related with theory to get result of hypothesis or
denied result of hypothesis. Therefore, researchers will try to compare, adopt, and combine several models with the
basic process of system theory, then testing and analysis with previous literature to support the argument is required.

The research model developed and instrument data were then proposed in reporting phase.

Table 1 — List of the basic theories

List of the Basic Theories References
Information processing theory [28,29]
IS success model [16,29]
Technology Acceptance Model [7]
Trust model [30, 31]

4. Research and Discussion

Researchers do the concept of trust as a model of decision making in electronic transactions. Trust becomes very
important and is recognized as a major factor to overcome the risk problem [32]. Risks relate to positive transactions
and reliability whereas negative things relate to the perceived impact of the transaction experience.

Fig. 1 presents the proposed of IS to assessing trust on electronic transaction. The development was inspired by the
previous model development researches [29].

Generally, the model was developed by adopting, combining, and adapting the technology acceptance model [7]
and IS success models [16, 29] with its nine variables, i.e., Information Quality (INQ), System Quality (SYQ),
Perceived Security (PSC), Reputation (REP), Perceived Risk (PRI), Perceived Trust (PTR), Intention to Use (INT),
User Satisfaction (USF), and Actual Use to Transaction (AUT). The first two variables were adopted from the
Technology acceptance Model [7] and four variables were adopted from Kim Model [30], and then three ones were
from the IS success model [16, 29].

i@

Input Process Output

Fig. 1 — The Proposed IS on Assessing Trust on Electronic Transaction Success.

Table 2 — List of The Variables [7, 16, 29, 30]

Var. Definitions

INQ The level the produced information of the IS consistently and the requirements in expectations of the user
SYQ The level related with describe the quality of the content of the IS model

PSC Perception of use who fulfill security requirements

REP The level the produced website with honest which concluded that the selling party is trustworthy

PRI Purchasing from this Website would involve more financial risk

PTR The level where Website vendor gives the impression that it keeps promises and commitments.

INT likely to recommend this site to public
USF The level of the satisfaction of users during using the IS
AUT The achievement of the IS based on its implementation planning
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Referring to the several study [10-12] which this paper use the input-process-output (IPO) logic [33, 34] in the
research model development, and researcher assumed that the IS model can also be assumed within the above
mentioned logic. According the DeLone and McLean’s [16] that IS success model also use the process and output
dimensions of the IPO logic. In term of the transaction, the author believed that the trust factor is also one of the input
factors [30, 31].

In short, the assessing trust [30] and IS success [16] constructs were then adopted, combined and adapted by
the researcher in the AUT model development for assessing the trust factors towards the success of the Actual use in
electronic transaction succession. Accordingly, the researcher hypothesized that each variable of the system creation
influences each variable of the system use (H14, H15). Thus, the author has also hypothesized that each variable of the
process dimension influences the out- put dimension variable (H16, H17).

Furthermore, the definitions of each variable, its broke down indicators and statements of the questionnaires can be
seen in Table 2, Table 3, and Table 4 respectively.

Table 3 — List of the indicators [21, 22, 31, 36]

Indicators Definitions
INQ1 The level of the produced information whole without missing part
Completeness
INQ2 The level of the produced information by the IS from contain not difficulties
Ease of understanding
INQ3 The level of the produced information by the IS to demonstrate the same information
Consistently within appearing and qualities
SYQI The simple by the IS from constrains, difficulties, and troubles during its usages
Ease-of-use
SYQ2 The level related to easiness in maintenance
Maintainability
SYQ3 The level related with the amount of time it takes for the IS responding
Response time
PSCl1 The level related to the system situation that could cause disaster
Threat
PSC2 The level related to the possibility that a system uncomfortable might happen
Failure
PSC2 The level of security related with integrity of information
Integrity
REPI The level associated with convincing users that the system is right
Degree of honesty
REP2 The level of customer satisfaction from using IS with the appropriate results
Good services
REP3 The level of relations between parties using the system requires each other
Esteem
PRI1 Costs and budget estimates needed in operating the system
Financial
PRI2 The level of informal social gathering, especially that organized or group
Social
PRI3 The precision degree of the information processing of the system and duration and
Time prediction
PTR1 The level of user competence related to the expertise to run the system
Ability
PTR2 The level good deeds to produce appropriate results
Benevolence
PTR3 The level of suspicion can see effects in a different behavioral context
behavioral
INTI The level of the user related advertising and promotion
Website
INT2 The amount of production produced in the management of SI is carried out
Products
INT3 The amount of buying and selling relationships with businesses
Number of transactions
executed
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USF1 The user satisfaction level in the IS based on the system achievement and produce
Efficiency
USF2 The user satisfaction level in the IS based on the system capability
Effectiveness
USF3 The user satisfaction level in the IS related to the adaptability and required demand
Flexibility
AUTI The level of creation value in the system for their business
User Satisfaction
AUT?2 The level related with achievement in the product result
Performance
AUT3 The level related to the system support for improving output
Productivity

Table 4 — List of the statements.

Variables Statements Adopted

INQ The Website provides correct information about the item that want by the usage. [37]
The system is easy to be used and maintained then able to respond quickly

SYQ . g [12]
following the given command

PSC The user usually ensures that transactional information is protected from 35, 36]
accidentally being altered or destroyed during a communication ’

REP The Website has a reputation for being honest. [38]
Purchasing from Website would involve more financial risk like fraud when we

PRI . o . [39, 40]
compared with traditional ways of shopping.

PTR The Website gives the impression that keeps promises and commitments. [39]
The system likely to recommend and make another purchase where need the

INT . [39]
products that will buy.

USF Users are satisfied with the efficiency of the system [12]

AUT The system is performed efficiently to improves the user satisfaction [11,12]

According the above-mentioned research questions, the following descriptions to statement that relationship
between the assessing trust and IS success constructs to the system can be illustrated reflective analysis of the
satisfaction, acceptance, and the success constructs of the internet-based system.

In the early era described that psychological reactions and organizational factors contribute to the system success
from user, and this model can be developed [41]. According Venkatesh and Davis [27] extended the user acceptance
model theories by combining both constructs within a combination model.

Similarly, adoptions of the system use and user satisfaction factors can also be seen in the DeLone and McLean’s
[16] base on the IS success model. It is clearly show that assessing trust to user acceptance and IS success constructs
are connected within a sequential influence context. It is consistent with indications of the previous study which
indicated that adaptation of the prior models in the social studies is a common model development, in regard to explore
the new model [25, 29-31].

Next, the developed IS electronic transaction model (Fig. 1) is one of the new model developments. The adoption,
combination, and the adaptation from IS success [16] models implemented by the researcher based on the input-
process-output (IPO) assumption [33, 34], and also presented by the previous studies [10, 11, 12, 14]. In short, it can be
clearly seen that the IS electronic transaction model development proved the new model development possibility by
combining, adopting, and adapting the assessing trust [30] and IS success [16] constructs.
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5. Conclusion

This research presents three factors in the successful implementation of electronic transaction such as user
satisfaction, performance and productivity. The IS success model has been issues toward interesting studies for
researcher since many decades ago. The studies indicated that many models have been developed based on previous
theories and this has doing as empirical studies for researches.

Customer trust is something that is very important in business and must continue to be built and must be
maintained. Poor customer trust can affect the image of the business, it can even make our business not work well. The
business world has penetrated into the digital world, making many fraud cases that cause customer confidence to
decline and can hinder the growth of the business.

Electronic transaction success model developed with adopting, combining, and adapting several trust models and
IS success model, in term of assessing trust toward user acceptance. To implementation the system, researcher use The
IPO logic.

The proposed model consisted of the nine variables with 27 indicators. Besides that exploratory study may
contribute theoretically in terms of the trust model and IS success model combination.

There is a significant implication between trust and intentions of online transactions where the greater consumer
confidence in on- line transactions will make business online business people increasingly visited and buy products on
offer. And vice versa, if consumer confidence is low on online business and minimal service, then consumers will not
be interested in buying online products offered. Based on previous research there are significant implications between
the qualities of websites with online transaction intentions.

Despite the fact that, the used assumption of the model development, the author understanding may be the study
limitations and time. The next may be used the different assumption, method and understanding may present the
different propositions. In addition, the limitations may helpful for the further study, especially validity of the proposed
model.
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