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Read the press release: www.eptica.com/prtru Download the full report: www.eptica.com/dtcxst

The Impact of Trust on Customer Experience
Digital CX Study Infographic

The 2019 Eptica Digital CX Study surveyed 1,000 UK consumers on their attitudes to customer experience and trust

Trust starts with doing the basics right

The financial impact of trust

Brands are failing to listen consistently

Consumers trust automotive and social media sectors least…

What happens when trust breaks down?

3 most trusted sectors

8% - Yes, all the time 

36% - Yes, but less than 
half the time

38% - Yes, around half 
the time

18% - No, not all
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49+10+4+30+7+A

Just 4% of consumers will continue to buy from a brand, 
spending the same if trust breaks downThey make it easy and seamless for me to do what I want

They give satisfactory, consistent, fast answers 

Recommendations from family and friends

Recommendations from review websites/social media

They operate in an open, transparent manner

They listen to me when I give feedback and act on it

Good advertising
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Overall +32+30+20
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59%
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3 least trusted sectors

Food Retailers
21%

Government
16%

Banks
12%

Automotive/
Garage

16%

Technology/
Social Media

15%

Insurance / 
Government

10% (3rd=)

What makes you trust a brand?

What do you do when trust breaks down?

52% 

11% 
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28%

6% 

--------
 

--------

-----------

----------

---------

• I switch to a rival

• I continue to buy from them, but spend less

• I continue to buy from them as usual

• I don’t switch immediately, but look for a 
replacement to switch to

• I share my experiences with friends, family and 
on social media


