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Abstract

The aim of this research is to determine passengers’ trust in air traffic controllers, based on
the age and gender of the controller. The job of an air traffic controller is difficult in terms of
the physical and mental stressors involved. The retirement age for controllers was instated in
an effort to avoid issues relating to lack of capabilities. Decline in trust in an aging workforce
has become a trend in certain areas. Similarly, gender inequality in the workplace and the
sentiment that female employees are not as capable as males is an issue experienced the
world over. 376 participants from India and the United States were asked to assess their level
of trust in an air traffic controller during an emergency situation. The data suggested that the
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American participants trusted the older controller (55 years old) more than the younger
counterparts (25 years old) regardless of gender. However, the Indian participants trusted the
younger controllers more than the older counterparts as long as they were male. A mediation
analysis found that affect mediated the relationship for the American participants but not for
the Indians. This implies that the Americans were basing their trust on emotions.

Keywords: Trust, Air traffic controllers, Age, Gender
1. Introduction

The control of air traffic and the necessity to assist pilots has been a part of aviation from the
very early years. The growth of aviation was exponential only a few years after the first flight
of the Wright brothers. Since that time, air traffic controllers have become a vital resource to
ensure smooth operations within the National Airspace System. The sheer volume of air
traffic would not be able to fly without the coordination and assistance offered by air traffic
controllers.

There are over 15000 air traffic controllers in the United States alone, and they are
responsible for the safety of approximately 700 million passengers and 60 million aircraft
annually (NATCA). Directly associated with this responsibility of so many peoples’ lives
comes several physical and mental stressors. Being an air traffic controller requires a great
deal of patience and vigilance, and so they must be physically and mentally up to the task
(Salden, Paas, Broers, & Van Merriénboer, 2004). In order to account for the same, the
United States government has a mandatory retirement age of 56 years for air traffic
controllers (McCann, 2003). While the retirement age of their Indian counterparts is 60 years
of age.

These age restrictions were founded in both cases in the spirit of safety. However, on the
other hand, an age restriction and a mandatory retirement age may be deemed as a lack of
trust in an aging controller to perform their duties adequately and to the highest level. A
snowball effect that has been emerging from this situation is that there is a large requirement
for air traffic controllers due to the high number of retirements and the increase need for
controllers to account for the expansion of the aviation system. A great influx of new young
air traffic controllers is the immediate solution to the shortage, while another alternative
would be to increase the mandatory retirement age of the controllers. This decision should
not be made lightly, but after all implications have been evaluated. It may be determined that
an increase in the retirement age would be a risk. One potential risk could be that an elderly
person may not be able to cope with the physical and mental demands of the job.

2. Background

There are multiple goals of the study which primarily center around the purpose to determine
passengers’ trust in air traffic controllers, based on the age and gender of the controller. In
attempting to do so, this study will try to gauge the perceptions of the travelling public on air
traffic controllers based on the age and gender of the controller. For the purpose of this study
the travelling public refers to all current and potential airline customers. These individuals
may be referred to as passengers, travellers, or consumers within the aviation industry. The
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study measures their perception of the controller by their self-reported level of trust in the
controller. An additional area of focus of this research is the cross-cultural analysis, which
compares the data from the Indian and American participants to identify any cultural
differences in perceived trust that may exist between participants from the two nationalities.
Lastly, the study also includes a mediation analysis using affect as a potential mediator. The
purpose behind this is to measure whether affect, or emotion, is playing a role in the
participants’ decision making process and thereby influencing their trust in the controller.

2.1 Social Stigma: Prejudice in Age and Gender

In order to better understand the perceptions of the traveller, it is important to understand the
stigmas affixed by society on certain age and gender categories. Stereotypes are
psychological constructs and are often times grounded in societal teachings. Several research
studies (Ashmore & Del Boca, 1981; Brigham, 1971; Stroebe & Insko, 1989)
define stereotype as “a set of beliefs about the personal attributes of a group of people”.
While the term stereotypes are often associated with negative thoughts, positive stereotypes
do also exist. The focus of this research is to gain a better understanding of different cultures’
perceptions of age and gender as they relate to the technical task of air traffic control.
Differences based on culture may exist between the two participant groups, but certain
prejudices may be universally believed by both individualistic and collectivistic cultures alike
(Cuddy, Norton, & Fiske, 2005).

Two research studies (Bugental & Hehman, 2007; Cuddy, Norton, & Fiske, 2005) suggested
that in relation to age, both positive and negative stereotypes exist. Namely, that while elderly
people are considered to be friendlier and warm, they are also perceived as being weak and
incompetent. The stigma that older people were deemed to be less competent was supported
by additional studies as well (Kite & Johnson, 1988; Kite, Stockdale, Whitley, & Johnson,
2005). Levy and Banaji (2002) defined ageism as “an alteration of feeling belief, or behavior
in response to an individual’s or group’s perceived chronological age” (p. 50). This ageism is
associated with the social stigma because a person belonging to this group, in this case of an
elderly age, is then deemed to possess all the stereotypical traits of certain members of that
group, which may lead to social, interpersonal, and economic hindrances (Crocker, Coelkl,
Testa, & Major, 1991; Crocker, Major, & Steele, 1998; Jones et al., 1984). These issues
relating to ageism also manifest themselves within the workforce. Assertiveness and
confidence are traits highly desired by the majority of the workforce, and these traits are said
to exist more prevalently within younger individuals (Deaux & Miele, 1991; Eagly & Steften,
1984; Gekoski & Knox, 1990). This could pose an issue as by the year 2020, 39% of the
workforce is projected to be over the age of 55 (Rupp, Vodanovich, & Crede, 2006; Williams
& Nussbaum, 2001). On the other hand, Cleveland and Landy (1983) stated that there was no
correlation between an individual’s age and job performance. Therefore it could be stated that
this workplace stigma and negative stereotype could create a false perception in the eyes of
others, and could lead to certain individuals being unfairly deemed to be less capable
(McCann & Giles, 2002). While gender issues is another avenue of this research, it is
important to note that research suggests age stereotypes tend to be more pronounced than
gender stereotypes (Kite, Deaux, & Miele, 1991).
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Similar to ageism and the stigmas associated with older age is the prejudice experienced on
the basis of gender. Negative gender stereotypes have been prevalent in the workplace and
even in society for that matter, for decades. The most general and overarching negative view
of women is that they are not perceived to be emotionally equal to men. A 1981 study by
Jackman and Senter stated that 78 percent of men shared this belief. However, this sentiment
is not exclusive to males, as an almost equivalent percentage of women were found to believe
the same. These ideas are additionally not exclusive to one country or region, as Williams et
al. (1999, 2000) showed that while surveying citizens of 27 countries, the common mindset
reflected these stigmas, where men were considered to be more outgoing, and women to be
more agreeable. As mentioned earlier, these perception extend into the workplace, where
there is a prominent segregation based on gender. These disparities often manifest themselves
in terms of levels of responsibilities offered to women, and even in terms of scale of pay.
Surprisingly, these disparities are especially prominent in wealthy, industrialized countries
(Blackburn, Browne, Brooks, & Jarman, 2002). This study does endeavor to find similarities
and differences in consumer perceptions, and so it is important to note where these stigmas
may differ. While gender issues are prevalent almost the world over, India, being a more
patriarchal society, tends to be more prone to gender bias.

2.2 Cultural Considerations

The United States and India differ from each other not purely on their geographic positions,
but also by the inherent culture and customs of their people. Culture may be explained in
many different forms, and must be done so in the appropriate context of the research setting.
Helmreich (2000) defined culture as “norms, values and practices, on a national,
organizational, and/or professional level that are shared within a society”. Another apt
statement regarding culture states that it is a set of shared values and beliefs that characterize
national, ethnic, moral and other group behavior (Adapa, 2008; Craig & Douglas, 2006;
Faure & Sjostedt, 1993). For the purposes of this research, two distinct categories of culture
will be the primary focus, a collectivistic cultural society and an individualistic cultural
society. Both cultural groups are defined by the interactions and the relationships shared with
others (Hofstede, 1980; Kongsompong et al., 2009; Triandis, 1984, 1995).

Komarraju et al. (2008) stated that members of collectivistic societies tend to have the best
interests of the community as their priority. This may be manifested by way of sharing
possessions or placing the needs of others within the community ahead of their own.
Collectivists gain their identity by the group that they are a member of or as a part of a
community. People that are raised in collectivistic cultures are taught to never question
authority and to trust other members of the community without question (Han & Shavitt,
1994). Therefore, being from a collectivistic culture may have an influence on a participant’s
decision-making process and thereby be a factor in understanding why people from different
cultures trust in different manners. Markus and Kitayama (1991) explained that India is in
large part deemed to be a more collectivistic society, where people are more interdependent
on one another. This is also supported by Robbins and Judge’s (2009) findings, which stated
that India scored a 48 out of a 100 on the individualistic versus collectivist dimension on
Hofstede’s Cultural Values Index. Hofstede (1980, 2001) also claimed that according to
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studies, Thai, Chinese, and Indian cultures displayed high levels of collectivism.

On the other end of the spectrum lie members of individualistic societies as found amongst
citizens of the United States. Individualists tend to have a more self-concentrated viewpoint,
and tend to have their own needs and concerns as the highest priority. Bochner (1994) and
Kashima and Callan (1994) explain that individualistic cultures lay an emphasis on an
individual’s autonomy and independence. Individualists are taught not to rely on others and
encouraged to stand on their own feet. These sentiments are embodied by citizens of the
United States, as evident by their scores on Hofstede’s Cultural Values Index. The United
States scored the highest of any country, with a 98 out of 100.

While neither approach is deemed to be superior to the other, it is important to note that such
differences in mindsets exist, as they would undoubtedly have an influence on a person’s
perception of people and situations. As this relates back to the current research endeavor,
these cultural differences may be plausible explanations as to the differences in trust ratings
of the Indian and American participants in air traffic controllers.

2.3 Interpersonal Trust

While air travel is deemed to be an incredibly safe mode of transportation, there is
nonetheless a fear of catastrophe that surrounds the industry. For this reason, trust is
important to be maintained for the industry. Gaining the trust of the passengers, in most cases
is the primary priority. The success of the industry is rooted in the trust of the traveling public.
After the attacks of September 11, 2001, there was a decline in air travel of 20% in the United
States, during the three months following the attacks (Blunk, Clark, & McGibany, 2006).
This could be explained by the fear of the travelling public and their decline in trust in the
aviation industry as a whole.

Trust can be thought of as a psychological construct that is in large part an outcome of human
emotion. While there are several definitions of trust that apply to different contexts, the most
apt for the context of this setting states the predictability of another person is the essence of
trust (Deutsch, 1958; Eckel & Wilson, 2004; Ergeneli, Saglam, & Metin, 2007). Similarly,
Lee and See (2004) stated that faith, and familiarity with another person or object was
directly related to increased trust. Lastly, one explanation of trust states that it can be
described as the relinquishment of control to another person or object with the faith of a
positive outcome. This definition of trust in terms of vulnerability was put forth by Mayer et
al. (1995). In the aviation industry, the traveling public, and the pilots, relinquish some
control to the air traffic controllers with the faith of a positive outcome, and thereby in turn
trust them to ensure their own safety. While all passengers may not personally know and
therefore may not personally trust each individual controller, they exhibit group-based trust.
This trust occurs when trust is placed in an individual due to their group membership (Fody,
Platow, & Yamagishi, 2009; Platow et al., 2012). However, research has shown that social
stigmas may diminish trust, and can sometimes be strong enough to outweigh group-based
trust (Burns, 2006; Rice, Trafimow, Hughes, & Hunt, 2011).
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Prior research has been conducted on ageism and gender stereotypes, but these psychological
mindsets have not been tested in relation to consumers’ perceptions of air traffic controllers.
Aviation being a consumer oriented industry, it is important to gauge the perception of the
travelling public and understand the trust levels of the same. Additionally, it is important to
understand how these mindsets vary across the globe. Several other consumer perception
studies have been conducted in the field of aviation related to passenger trust (Rice et al.,
2014; Rice, Mehta, Steelman, & Winter, 2015; Winter et al., 2015; Winter, Rice, & Mehta,
2014).

The current study seeks to fill the gap in the previous research of this topic by further
studying the relationship of trust between the traveling public and air traffic controllers.
Participants were presented with hypothetical scenarios while the age and gender of the
controllers were manipulated. The researchers gained ratings of affect and trustworthiness
from participants from India and the United States. The hypotheses were as follows:

1) That there would be differences in trust ratings based on the country of origin of
the participant.

2) That there would be differences in trust ratings based on the age of the target air
traffic controllers in the scenarios.

3) That there would be differences in trust ratings based on the gender of the target air
traffic controllers in the scenarios.

4) That there would be an interaction between the three independent variables;
however this was a non-directional prediction.

5) That affect would mediate the relationship between the conditions and
trustworthiness ratings of the air traffic controllers.

3. Methods
3.1 Participants

Three hundred seventy-six (145 females) participants from India and the United States
participated in the study. The participants were recruited using the online survey tool,
Amazon’s ® Mechanical Turk ®. There were equal amounts of participants from each
country. The mean age was 33.71 (SD = 10.21). The mean ages did not differ as a function of
country (p >.10).

3.2 Procedure, Materials and Stimuli

Participants were first asked to fill out a consent form and then given instructions. Following
this, participants were presented with a scenario about a hypothetical commercial airline
flight. They were told that the air traffic controller in charge of the flight was either a 25 year
old male, 25 year old female, 55 year old, or 55 year old female. Participants were then asked,
“How does this make you feel?” Participants responded along three different Likert-type
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scales from extremely negative, unfavorable, bad to extremely positive, favorable, good.
There was a zero neutral option for each scale.

The next step involved participants being asked, “How much would you trust this air traffic
controller during an emergency situation?” and “How trustworthy do you think this air traffic
controller would be during an emergency situation?” Participants were provided answers
along a Likert-type scale from extremely distrust, untrustworthy to extremely trust,
trustworthy, with a zero neutral option for each scale. To avoid reverse causal effects, it is
important to note that the mediating variables were presented temporally prior to the outcome
variables (Kenny, 2011). Lastly, participants were asked for demographics information,
debriefed and dismissed. The methodology and nature of questions used in the survey were
modeled after previous studies in the consumer perceptions field (Rice et al., 2014; Rice,
Mehta, Steelman, & Winter, 2015; Winter et al., 2015; Winter, Rice, & Mehta, 2014).

3.3 Design

A three-way between-participants factorial design was employed, whereby the three
independent variables were: 1) age of the air traffic controller; 2) gender of the air traffic
controller; and 3) country of origin of the participants. A three way ANOVA was conducted
using the averaged affect scores as the dependent variable. A second three way ANOVA was
conducted using the averaged trust scores as the dependent variable.

4. Results

A Cronbach’s Alpha test was conducted on the affect data to determine the level of internal
consistency. The values ranged from .89 to .99. Due to high internal consistency between the
scores, the affect data was combined for further analyses. The same was performed for the
trust data, as the scores ranged from .84 to .98.

A three-way ANOVA was conducted on the Affect data, with Age of the air traffic controller,
Gender of the air traffic controller, and Country of origin of the participants as the factors.
There was a main effect of Age, F(1, 368) =4.48, p = .035, partial-eta squared = .012, which
suggest that the participants trusted the older controllers more than the younger controllers
(Figure 1). There was also a main effect of Country, F(1, 368) = 11.90, p <.001, partial-eta
squared = .031, which suggests that Indians had more positive feelings towards the younger
air traffic controllers, as compared to the Americans (Figure 1). However, these effects were
qualified by a significant interaction between Age and Country, F(1, 368) = 5.72, p = .017,
partial-eta squared = .015, which suggests that American participants felt more positively
about older controllers regardless of gender, while the Indian participants felt more positively
about younger controllers so long as they were male. There was additionally a three-way
interaction between Country, Gender, and Age, F(1, 368) = 5.45, p = .020, partial-eta
squared = .015.
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Figure 1. Affect data from the experiment. SE bars are included

A three-way ANOVA was conducted on the Trust data, with age of the air traffic controller,
gender of the air traffic controller, and country of origin of the participants as the factors.
There was a main effect of Age, F(1, 368) = 9.06, p = .003, partial-eta squared = .024,
however, this effect was qualified by a significant interaction between Age and Country, F(1,
368) = 7.06, p = .008, partial-eta squared = .019. There was additionally a three-way
interaction between Country, Gender, and Age, F(1, 368) = 6.05, p = .014, partial-eta
squared = .016. As Figure 2 suggests, the younger male air traffic controllers were trusted
more by the Indian participants, while the older air traffic controllers and the younger female
air traffic controllers were trusted more by Americans.
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Figure 2. Trust data from the experiment. SE bars are included
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4.1 Mediation Analyses

The first mediation analysis was conducted using Indian participants to compare the 25 year
old condition to the 55 year old condition. The intent of the mediation analysis is to further
understand perception of ability and trust as they relate to the age of the controller. The
mandatory retirement age of the controllers has lead to a shortage of controllers for the future.
This study seeks to understand how consumers feel towards the abilities and therefore their
trust in an aging controller workforce. The paths for this mediation analyses can be found in
Figure 3a. In order to conduct the mediation analysis, the correlation between Condition and
Trust was first found not to be significant, » = .017, p = .819, showing that the initial variable
did not correlate with the outcome variable. The data suggest that Affect did not have a
mediating effect on the relationship between Condition and Trust.

The second mediation analysis was conducted using American participants to compare the 25
year old condition to the 55 year old condition. The paths for this mediation analyses can be
found in Figure 3b. In order to conduct the mediation analysis, the correlation between
Condition and Trust was first found to be significant, » = .306, p < .001, showing that the
initial variable correlated with the outcome variable. The standardized path coefficients were:
condition to affect (Beta = .255, p < .001); affect to trust (Beta = .607, p < .001); condition to
trust controlling for affect (Beta = .151; p = .009). The data suggests that Affect had total
mediation on the relationship between Condition and Trust.

A R= V Affect *:’45

ol

Condition > Trust

r=.017 R=.026

B R = .255 Affect

Condition > Trust

r=.306 R=.151

Figure 3. Paths for the mediation analyses
4. Discussion

The purpose of the current study is to determine passengers’ trust in air traffic controllers,
based on the age and gender of the controller. In doing so, the study examines the age-trust
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relationship between passengers and air traffic controllers from two separate cultures. The
study focuses on understanding how trust is affected as a result of age and gender by the two
cultures. For the purpose of the study, the participants were asked to rate their trust in air
traffic controllers who are male or female, 25 years old or 55 years old. The predictions of the
study are grounded in the literature on cultural considerations (Hofstede, 1980; Komarraju, et
al., 2008), stigmas towards age and gender (Kite & Johnson, 1988; Kite, Stockdale, Whitley,
& Johnson, 2005; Jackman & Senter, 1981) as well as previous research in this field (Rice, et.
al., 2014; Rice, Mehta, Steelman, & Winter, 2015; Winter, et. al., 2015; Winter, Rice &
Mehta, 2014).

The first hypothesis stated that there would be differences in trust ratings based on the
country of origin of the participant. The data analysis did not support the hypothesis. The
results suggested that there were no significant differences in trust between the Indian and
American participants. While there was a significant interaction between age and country, the
indicated differing levels of trust, a plausible explanation could be that all the participants
trust the air traffic controllers. The travelling public through some exposure to aviation might
understand the intricate nature of the aviation system, and therefore understand the need for
controllers.

The second hypothesis stated, that there would be differences in trust ratings based on the age
of the target air traffic controller in the scenarios. The results revealed that the American
participants trusted the older controller (55years old) more than the younger controller (25
years old). The results also showed that the Indians trusted the younger controller more so
along as he was male. It is interesting to see that Americans trust older more experienced
controllers more whereas Indians trust younger controllers more. It is possible that the reason
for this lies in the cultural differences between Indians and Americans. One plausible
explanation towards the tendency of Americans to trust the older controllers more is that
Americans probably trust the experience of a senior 55 year old controller over that of a 25
year old; on average, older workers have more experience in their field. Conversely, while
Indian culture tends to revere and respect their elders, it is plausible that the participants may
believe that the younger controller is more capable of handling the physical and mental
stressors associated with being a controller. The differences in trust can be connected back to
the differences in cultural values of each nation.

The third hypothesis stated that there would be differences in trust ratings based on the
gender of the target air traffic controller in the scenarios. Results showed that Indians had an
affinity towards trusting the male controllers over the female counterparts. The explanation
for this could potentially be found on a cultural basis. India is known to be a patriarchal
culture where the role of a man is considered to be that of the breadwinner and the head of
the family. Most high risk jobs are therefore also attributed towards being male dominated. It
is therefore possible that Indians trust the male controller more.

The fourth hypothesis predicted that there would be an interaction between the three
independent variables. The data suggested that there was a significant interaction between
age and country, and that there was additionally a three-way interaction between country,
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gender, and age. The interactions suggest that the American participants trusted the older
controllers and younger female controllers more than their Indian counterparts. However the
Indian participants trusted the younger air traffic controllers more, so long as they were male.
A plausible explanation for this could lie in the cultural differences between the two nations
as they relate to gender and age. Indian might trust younger controllers more due to their
mental and physical capability, however their gender biases against the female workforce
may impact their trust levels. Conversely, American participants may trust experience over
perceived ability of the younger controllers regardless of gender.

The last research prediction stated that affect would mediate the relationship between the
conditions and trustworthiness ratings of the air traffic controllers. The results of the study
supported this hypothesis, but only for the American participants. The data suggested that
affect mediated the relationship between the scenario and the trust ratings for the American
participants, but not the Indian participants. This suggests that the decisions of trust were
partially based on emotions for the American participants. One plausible explanation could
be that in a country like the United States, the news coverage of failures within the aviation
system is more salient, and all errors and mistakes are well documented and publicized. This
could infer that American participants may be more aware of the potential dangers and
therefore be more afraid of the same, thereby allowing their emotions to play a larger factor
in their decisions.

4.1 Limitations

Limitations are to be expected as part of any research study. One of the main limitations of
the current study is that data is collected using the online survey tool, Amazon’s ®
Mechanical Turk ®. Certain risk exposures arise due to the lack of control of the testing
environment, as it is an online medium. However, previous research has suggested that
MTurk data is as reliable as laboratory data (Buhrmester, Kwang, & Gosling, 2011; Germine,
et al., 2012). Due to participants being compensated for their time to complete the study, it is
important to note the same as a limitation of the study. Compensation could have had an
impact on the mindset of the consumer while participating in the study.

Additionally, a limitation of the impact of the findings is that the results are a one-time
snapshot of consumer perceptions over the time frame that this study was completed. These
findings are relevant to the perceptions of today’s consumers, but results may vary in future
research with an increase in the understanding of the workings of the aviation industry.
Furthermore, in a realistic setting, the passengers would not be aware of the controller’s age
or gender, and which does pose a limitation on the practical implications of this study. Due to
the fact that this study only utilizes India and the United States, it is unfair to apply these
findings to a global perspective, even if they do provide insight into the cultural differences
of consumers’ perceptions across the globe.

4.2 Practical Implications and Future Research

The aim of this research study was to provide an insight into the perceptions of the travelling
public regarding air traffic controllers with the hope of identifying information that is of
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practical use to the aviation industry. Being a consumer-oriented field, the aviation industry is
widely focused on the views of the passengers. The management of Air Traffic is one of the
most crucial aspects of keeping air traffic safe. Controllers are of paramount importance to
the entire air space system, and therefore understanding the consumers’ trust in them is of
interest to the industry. While gender differences and ageism are well-documented
(Blackburn, Browne, Brooks, and Jarman, 2002; Kite & Johnson, 1988; Kite, Stockdale,
Whitley, & Johnson, 2005; Jackman and Senter, 1981) areas of interest to research, this study
is likely the first to apply those mindsets to the Air Traffic control sector. Additionally, this
study provides insight into the mindset of the consumers and suggests that some are basing
their decisions on emotions.

In theory, another important practical benefit of the research is to identify which age and
gender of air traffic controller is trusted the most by passengers. While this may not directly
impact hiring structures at the government level, an understanding of the consumers’ trust is
of practical use to decision makers. As mentioned earlier, these findings are simply a one
time analysis of the current views of the travelling public, and future research may seek to
determine if the perceptions of the public have changed over time. To address the issue of
global generalizability, future studies may seek to poll consumers from different countries all
over the world to gain a more in depth perspective of consumers’ trust.

5. Conclusion

Air Traffic Control is one piece of an intricate network that makes up the airspace system. It
is a vital component that ensures the smooth operation and safety of flights, and therefore is a
task of significant responsibility. Air traffic controllers are often exposed to high stress
situations and the job itself can be physically and mentally demanding. It is for this reason
that the health, and age of controllers is of importance. The study shows that while Americans
trust older controllers more, while Indians only trusted younger controllers more so long as
they were male controllers. It is also interesting to note that while affect mediated the
relationship between the condition and trust for the American participants, it did not for their
Indian counterparts. This suggests that Americans were basing their decisions on emotions.
This research has practical implication on the industry as it provides a new level of
understanding of the consumer’s levels of trust in different areas of the industry.
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