jebbit

The State of Consumer Trust - Q1 2020

GDPR. CCPA. New York's SHIELD Act. Recent events have led 1o

iNncreased awareness and concern over how brands collect, store,
and activate consumer data. Simultaneously, consumers now
demand a seamless and personalized customer experience. Given
all of this change, do consumers trust brands with their personalizeo
data in exchange for personalized experiences? |f so, how much?

A consumer's trust in giving a brand the

data they need to power personalized
experiences is the new battleground for
market share. That's why Jebbit collected
over 25,000 responses from 1,000
consumers across the United States. We
analyzed how much they trust some top
brands with their personal data, why they
do (or don't), and what brands can do to
be more data ‘trustworthy.”

We asked US adult consumers one very simple question about some
of the world's largest public-facing companies: "On a scale of 1to 10,
how much do you trust [Brand X] with your personal data, in
exchange for more relevant offers, goods, and services? [he key
findings and full brand ranking are listed below.

Not trusted Completely trusted
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Along with asking consumers to rank brands, the survey also explored

what most motivates a consumer’'s willingness to share data in exchange

for better marketing.

1. Which of the following most causes you to distrust a brand when

oroviding your personal information?

Brands asking for too much information 39.02%

Public data scandal 24.05%
Inaccurate information used in marketing to me

Confusing privacy policies 12.28%

—Xperiencing ‘creepy’ advertising 9.08%

2. Imagine you are talking to a marketer at a brand you frequently buy.
Which would lead you to most trust that brand with your personal

information? [hey:

Only store & use personal info relevant to product | might buy 34.04%
Never show me ads, offers, or messages based on data | didn't share | 31.04%

-requently show me what information they have on me 24.55%

Ask me questions to get to know me better 10.38%
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5.In the past six months, do you recall seeing an ad or receiving an email
that contained personal information you never shared with that brand?

59.56%
Yes 39.08%

| don’t know 21.34%

4. Do you support tederal data privacy legislation?

Yes 80 .26%
| don’t know 13.56%

N O 6.18%

KEY TAKEAWAYS
Consumers Are Ok With Sharing...Provided They See Value

IThe companies that collect arguably the most data on consumers — like
Google, Amazon, and Microsoft — continue to be among the top-rankead
brands on the list. This suggests that consumers arent opposed to
companies collecting information on them, but that information has to be
used in pbeneficial and safe ways in order for consumers to trust the
company with it.

But Beware of “TMI|”

The #1 factor leading to distrust with consumer data is... brands asking

for too much of it. And when asked what would lead a consumer to trust
a brand more with their data, more than 34% indicated that they would
want brands to only store and use personal information relevant to
oroducts they might buy. Another 31% said they wanted brands to never
show ads, offers or messages based on data they didn't share.

There’s a Lot of Room at the Top

Just one brand (Amazon) received a score higher than 6 on a 10 point
scale. While brands like Fedkx, CVS Health, and Target should be
applauded for being at the head of the pack, the results suggest even the

best performing brands have room to improve their “"data-
trustworthiness” amongst consumers.
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THE FULL RANKINGS
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State Farm Insurance 4983
Home Depot 4983

American £express 4980
Best Bug 4.9/8
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Dell Technologies 4959
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Capital One 4.895
4880

Ford Motor
Starbucks 4855

4,645
JPMorgan Chase 4857
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Cisco Systems 4607
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EXpress Scripts 5.915
80 | Exxon Mobile 3.894

5.869
Penske Automotive 3868
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METHODOLOGY
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Using the Jebbit platform, we surveyed more than 1,000 United States
adults to rate, on a scale of 1 to 10, how much they trusted each branao
isted in the survey with their personal data in exchange for more

relevant offers and services. Submissions were accepted from March
10-1/7, 2020. Participants were sourced through Amazon's Mechanica

urk.

value in exchange for relevant information about their motivations,

interests and preferences. Powered by high-converting

Mmobile experiences, Jebbit's clients, including

-xpress, Cathay

iNnteractive

Pacific

Airways, Monster and the Boston Celtics, use the company’s platform to
better understand and drive revenue from consumers. o learn more

visit https://www . jebbit.com
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