
254  2004 IRMA International Conference

Copyright © 2004, Idea Group Inc. Copying or distributing in print or electronic forms without written permission of Idea Group Inc. is prohibited.

Effect of Trust on the
Success of IT Reform in Chile

Maria José Balmaceda
Laengle Consulting, IDS=Scheer, Santiago,  Chile, mariajose.balmaceda@ids-scheer.cl

Gloria E. Phillips-Wren
Assistant Professor of Information Systems, The Sellinger School of Business and Management, Loyola College in Maryland, 4501

N. Charles St., Baltimore, MD 21210, gwren@loyola.edu

ABSTRACT
In an era of communication and information led by the Internet,

the Chilean government understands that technological reform is
imperative in order to be part of the global market. The government has
recognized that many areas affecting electronic commerce are neces-
sary to reform.  However, the area related to trust, which in developed
countries is seen as one of the most important barriers to the expected
growth of electronic commerce, seems to be taken for granted. In this
paper we examine how trust could affect the success of the technological
reform project in Chilet, which factors are most important in developing
trust, and how to measure their effect.  The model is based on the
Technology Acceptance Model (TAM) extended to explain the accep-
tance of electronic commerce in Chile.

INTRODUCTION
Chile is a country in the process of development, and the govern-

ment understands that the neo-liberal or free-market economic model,
together with the fast development of communication, is one of the
causes of the growing differences between rich and poor countries
(Ocampo, 2000). Leaders believe that if the country does not join the
global market, its destiny is poverty and misery, as clearly stated in the
President’s speech on the 21st of May 2002: “The world is living a
particular moment of innovation and change and Chile has to participate
in it, if we want to obtain the benefit to our citizens. Adequate tools exist
but need to be implemented. This is not an option, those who do not do
it are condemned to stagnation, which means to perpetuate poverty and
underdevelopment” (Gobiernodechile, 2002).  The country context in
which this reform needs to be implemented is clear, but the idea is
difficult to embrace at the level of the individual citizen.  We hypoth-
esize that a major obstacle to technological reform in Chile is lack of
trust, not only in technology but as a deeply rooted facet of the culture.
This paper focuses on the social capital (Fukuyama, 1999) needed for
technology development in Chile and the capacity of the country to
build trust.

Chilean society is characterized by a high degree of distrust
(Valenzuela and Cousiño, 2000).  People do not trust each other, a
cultural characteristic shown by a lack of engagement with those outside
of the extended family. Social life revolves around a close family circle.
Industry in Chile is mainly comprised of small and family enterprises,
leading to a low level of association at the industry level as well
(Fukuyama, 1995, Sept/Oct 1995, 1999).  There is low citizen partici-
pation in public activities, as shown by the low number of newly-
registered people to vote.  Some of these characteristics can be traced
to the relative isolation of the country geographically, extended
families living near to each other, and to a turbulent history.  The efforts
of the current government to overcome corruption during the last
decades are seen as a positive factor to the Chilean capacity to build trust.

In Chile the necessary democracy to build institutions is threatened
by distrust and will require a long time period‘ to be consolidated. Justice
and legal systems are antiquated and slow for citizen realities and needs.
The historical background can explain the cultural mistrust in Chilean

society, compared with United States where the historical background
was a relatively coherent development process between legal, economic
and socio-cultural value models. This resulted in a solid, consistent and
consolidated platform that permitted the U.S. to grow quickly while
supporting the stress imposed by the increasing speed of change. In the
Chilean case the political, economic and socio-cultural value models are
not fully coherent, principally because they have been imported instead
of being the result of a democratic consensus.  The consequence is they
are not deeply consolidated in society, and that makes it difficult to
predict the impact of the application of the modern post-industrial and
global model (Garretón, 2000).

In Chilean society mistrust is an attitude that, although natural in
human interactions, is also considered a socio-cultural characteristic
(Robles, 2002).  Nevertheless, a growing level of association is detected
in the commercial sector. One possible explanation is that Chileans are
more open to trust each other to produce and compete in the market
when there are clear rules to follow (Valenzuela and Cousiño, 2000).
Societal problems that Chilean society is still facing are large salary
differences and poverty (Ocampo, 2000) that could affect the accep-
tance of IT reform as a priority reform, threatening the confidence in
government goals. In this context the impact of IT reform will be
inequitable in Chilean society, and its implementation could be seen as
a factor that will increase the existing socio-economical differences.
This situation can cause lack of involvement and commitment with
technology reform in Chilean society.

In this paper we propose a model to examine the effect of trust on
the desired technology reform in Chile.  We first develop a definition
of trust, and then review literature that has examined factors needed to
build trust in technology.  We then propose a model based on the
Technology Acceptance Model and state our hypotheses.  Finally, we
propose a methodology to validate our model as part of our continuing
research into technology reform in Chile.

CONCEPT OF TRUST
“Trust is a fundamental basis for human interaction. Interaction

on the Internet between heterogeneous user groups/types necessitates
new forms of trust-building. While trust in IT can be considered at the
levels of technical reliability and error-free technology, it becomes a
cultural issue when humans interact through IT, especially in e-com-
merce” (Ruhmann, 2003).  Since there is a little consensus about the
meaning of trust, we will understand trust as: “the willingness of a party
to be vulnerable to the actions of another party based on the expectation
that the other party will perform a particular action important to the
trustor, irrespective of the ability to monitor or control that other
party” (Mayer et al., 1995). This definition will be used to develop the
model.

SUCCESFULL FACTORS IN BUIDING TRUST
We are identifying distrust as the primary reason that e-commerce

has not reached its expected growth in Chile. Many studies have
identified the factors responsible for human distrust toward the use of
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technology and e-commerce, and some of them can be targeted to build
or re-build trust. The task is difficult if we consider that in e-commerce
technology substitutes for one important source of trust: the face to face
interaction between business people. The more a business becomes
“invisible,” the more important trust becomes.  At the same time, it is
increasingly difficult to build trust. This being the case, how can trust
even begin to grow in relationships of decreasing duration? Furthermore,
how can trust develop in knowledge and service intensive products that
characteristically cannot be tested before utilization? The client has
nothing more to rely on than the trademark or brand name. We can thus
assume that in the future a business’ trademark will fulfill the function
that value once fulfilled in pre-modern society (Norbert, 2002).

Since trust derives from the interplay of various factors in which
social psychology, communication and technology are all involved;
rationality does not necessarily play a role in the trust process. Thus it
would be an error to approach the problem of trust through means based
only on technology (Lutz, 2003).  The eCommerce Trust Study (Robles,
2002; Usable Web, 2003) claims that trust springs from a well know
brand, effective usable navigation and strong fulfillment, including
privacy, effective order processing and good handling of returned goods.
Among these factors fulfillment is seen as the most important trust-
builder.  Some of the barriers reported in the adoption of electronic
commerce today are lack of awareness about the opportunities offered
by electronic commerce and lack of trust in network security, although
both are possible to overcome through adequate and updated commerce
legislation (Owens, 1999; Shim et al., 2000).

According to Johnson (1999) there are actions that can be taken
in order to reduce uncertainty in the user.  First, educate the user about
privacy and security issues. Second, develop a legislative framework that
protects trading partners. Third, create the perception that technology
can also be applied to protect the user, for example, through encryption
mechanisms.  The user of information technology systems, the Internet,
information systems, software and technology in general, will trust the
systems when they use it as Cheskin (Cheskin, 2003; Walker, 2003)
concluded in his archetypical study:  “Trustworthiness is about experi-
ence over time,” where the most relevant and impacting experience is
the first one.

Legal information is seen as an important way to generate trust and
allow e-commerce to grow. “Providing legal information in electronic
form at no charge is the best means of assuring a market for the
information. It helps identify consumers and create the demand and
interest of those who do not have experience with the technology and
content of the Internet” (Hillis, 2003).  This is the main strategy of
developed countries to build trust, that is, providing a secure framework
of legality. Advanced countries are developing the legal structures to
make possible the unimaginable ways to conduct business via the
Internet .

EXHANCED TECHNOLOGY ACCEPTANCE MODEL
(TAM)

The model that we developed to explain the use (or lack thereof)
of technological tools that the Chilean government wants to implement
through IT reform is based on the Technology Acceptance Model
(Davis, 1989), adapted to emphasize the trust requirement and consid-
ering the elements needed to build trust that have the most impact in the
Chilean case.

The elements we consider most relevant to building trust in our
model are:

• Quality of experience: a positive result in the first try of any
service already implanted by governmental IT reform;

• Education: training needed to inculcate the suitable set of social
values to build trust in the new generation;

• Government reputation: equivalent to trademark and familiarity
factors in building trust;

• Legal framework: existence of privacy and security policies that
create security and protection perception in users.

The proposed model for the Chilean case is similar to that of
Chiravuri and Nazareth (2001) and is presented in Figure 1.

Based on the importance of trust in the context of technology
acceptance and usage, the following hypotheses are posited:

H1: Cultural distrust will negatively affect the usage of the technology
services that the Chilean government is implementing through IT
reform.

H2: The existence and knowledge of an appropriate and coherent legal
framework for e-commerce will positively impact trust in transaction
and use of services through the Internet as a goal in government IT
reform.

H3: The quality of experience, principally the first interaction, will
directly affect the intention to use and trust the e-services implemented
by IT reform.

PROPOSED RESEARCH METHODOLOGY
This research will employ questionnaires directed to the Chilean

citizen designed to measure the degree of knowledge about IT reform and
about the services already implemented in websites. Questions will
address their experiences and the amount of knowledge of existing legal
frameworks.  We will be interested to find out their opinion of the
importance of trust in the actual social context.

Surveys will be undertaken of websites implemented under IT
reform which offer information and services.  Statistics such as the
number of visits for information only and the number visitors who have
used the service will be collected. For each website we will develop
comparisons of the number of visits to websites versus time (monthly)
and number of people who have used the services versus time (monthly).
These graphics will be used to measures the impact in usage of different
government initiatives such as the approval of digital signature that is
intended to increase trust and consequently the usage of e-services. The
information obtained in surveys and questionnaires will be compared to
ensure the quality of the data, especially information that pertains to
our hypotheses.

IMPLICATION AND CONCLUSION
This research will give us a quantitative method to measure the

impact of the different elements seeing as trust builders in the actual state
of the research, and through them validate our hypotheses.  The
extended Technology Acceptance Model that incorporates trust will
contribute to a better understanding of how trust can impact the
intention to use the technology.  The model with the inclusion of trust

Figure 1: Extended Technology Acceptance Model (Davis, 1989;
Chiravuri and Nazareth, 2001) adapted to the Chilean case.
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as a critical element will give us the possibility to evaluate not only the
existing state, but the new initiatives implemented by the government
to accomplish the main objective - the fundamental use of technology
in Chilean culture.
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