el b 5 sl llgidll 38 e 5 Ll ol gl apaa
A s Al

KK

SHAY Jaid jaly

astall b il da o Jail asie iy
(Ao sulad) il slaall oo

]| )

-

(Fa daa alina, s

e glaal) 48T g cilalal) A48
Soadlae dllal) daala
A0 gl Ay ) ASlaal) — Baa

82018 sramd — & 1440 A4 2



P g grad) dlgiaal) A8 e g Al Jal gad) aas
A g RSN 3 sl

SHAY Juaid jaly

saliiua

Agisaaa jlias GLESH JMA e el g Ay il Jee V) ae dalaill 48yl < ye 435 STy 3 jlal)
3as) 5 4 5 Y3 il Conpal a8l ) (8 eDleall e g g da e 50l ddadia i) )
Laaal 1 i allall o) ) (e s S A 5 S D (e aaell Al Al i) (e

1 (la pad 4 a5 pallad) 4 il (3 gl g sl (8 Alndl) Lgtiatlsa 5 o sl A iSIY 3 5Ll
Aai g SN jaliall g e Slaall (o A8 ducad 8 ABL Clul el a5 lealas Jul se A 5 cany
) el sadl g 5 Al 5l 038 8 o sall Ay SIS Hlail) o jliie il Jul sal aal (e Basl 5 8
a5 Ll plaa) 5 Al Jal gadl Al Al @l e 5 4@ Jal gall | Gpand ) llgioall 48 e i
25 A danlal) Jol sall il A /B LS o) el &5 Lt pal i i) e (s 5S) jate oL
A ple e aladivd & 368 4N e Jal sall Al 53 Gy L Wl Ay iy 5 el A48 e
D858 g ¢ ARl A ge of Y Whiagy Ll ) pal il e it e ApED e Jal gl A )l
Gl iy LS llgiaall 48 e g A 4l Jal gall aal o8 piial) 33 g 5 adall Baastia il HLa

gl A8 e € il Legd daalat (5 gia s Sllgiuall Guia o J)



Identification of Critical Factors Influencing
Consumers' Trust in Saudi Arabian
E-commerce Market

By

Bandar Faisal Al-Khalil

A thesis submitted in partial fulfillment of the requirements for the Master

degree in the science of Computer Information System

Supervised By
Dr. Muazzam Ahmed Siddiqui

Faculty of Computing and Information Technology
King Abdulaziz University
Jeddah — Saudi Arabia
Rabie Al Thani Al 1440 H — Dec 2018 G



Identification of Critical Factors Influencing
Consumers' Trust in Saudi Arabian

E-commerce Market

Bandar Faisal Al-Khalil

ABSTRACT

The e-commerce has changed the way business is handled both by
discovering new sources that generate huge revenues, or ability to attract a new
type of customer or supply chain management for a business. In fact, e-commerce
has become one of the essential commercial methods of many companies and a
large proportion of individuals in the world. Due to the importance of e-commerce
today and its effective contribution to the development of the market, its success
factors must be studied. Due to previous studies, the trust issue is one of the most
important factors in the success of e-commerce today. In this study, the factors
that affect consumers' trust were identified and studied through a literature survey.
Factors affecting the consumers' trust were divided into two types, technical and
non-technical factors. An online store was built to collect data for the technical
factors, and A/B testing was performed to identify the critical factors.

Simultaneously, a survey was used to establish a dataset for non-technical factors



and data mining was used to identify the critical factors. Our research indicated
that Ease of use, availability of multiple payment options and product quality are
the most important technical factors. Also, the research indicated that the
consumer's gender and their education level have a great impact on the consumer's

trust.



