
I J A R S C T    

    

 

               International Journal of Advanced Research in Science, Communication and Technology  

                               International Open-Access, Double-Blind, Peer-Reviewed, Refereed, Multidisciplinary Online Journal 

Volume 5, Issue 13, May 2025 

 Copyright to IJARSCT             31 

    www.ijarsct.co.in  

 
 

 

ISSN: 2581-9429 Impact Factor: 7.67 

 

Consumer Trust and Security Issues in Online 

Transactions 
Mrs. Dikshita Vinod Mhatre 

Assistant Professor, Department of BMS 

Veer Wajekar ASC College, Phunde Uran 

 

Abstract: In the digital age, online transactions have become a fundamental part of global commerce. 

However, consumer trust remains a critical factor influencing online purchasing behaviour. This paper 

explores the various security concerns that impact consumer trust, including data privacy issues, payment 

security risks, phishing attacks, and fraud. The study also provides statistical insights and graphical 

representations of trust levels, security breaches, and fraud trends in online transactions. This paper 

explores the various security concerns that impact consumer trust, including data privacy issues, payment 

security risks, phishing attacks, and fraud. The study examines real-world cases of security breaches, their 

consequences, and how they influence consumer confidence in online platforms. Furthermore, it analyses 

the effectiveness of current security measures such as multi-factor authentication, encryption technologies, 

and AI-driven fraud detection systems. Additionally, this research provides statistical insights and 

graphical representations of trust levels, security breaches, and fraud trends in online transactions. The 

study aims to identify trends in consumer behaviour, highlight key risks, and propose strategic 

recommendations for businesses and policymakers to enhance security frameworks, build stronger trust, 

and mitigate fraudulent activities in digital transactions. 
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I. INTRODUCTION 

The rise of e-commerce and digital banking has transformed how consumers interact with businesses, offering 

unparalleled convenience and accessibility. With the growing reliance on digital transactions, the financial sector has 

seen a surge in online activities. However, this shift has brought about significant security concerns that threaten consumer 

trust. As cybercriminals constantly evolve their tactics, issues like fraud, phishing, identity theft, and hacking incidents 

have become more prevalent, raising doubts about the safety of sensitive personal and financial information. These 

security breaches not only result in direct financial losses but also damage the reputation of businesses, further deepening 

consumer scepticism. Research shows that consumers are more likely to trust and engage with digital platforms that 

demonstrate robust security measures and transparency in handling user data. In response, regulatory bodies worldwide 

have implemented stringent security frameworks such as GDPR, PCI DSS, and PSD2 to safeguard online transactions. 

While these initiatives aim to mitigate risks, their success hinges on consumer awareness and consistent compliance by 

businesses. This research seeks to identify the key factors influencing consumer confidence in online transactions and 

propose actionable solutions to enhance security. By examining consumer behaviour, technological advancements in 

cybersecurity, and regulatory developments, the study aims to provide valuable insights for strengthening trust in digital 

financial interactions. 

 

II. METHODOLOGY 

This research utilizes a mixed-methods approach, combining both quantitative and qualitative techniques to explore 

the impact of security concerns on consumer trust in online transactions. 
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1. Literature Review: We begin with a comprehensive review of existing research on consumer trust and online 

security issues, such as data privacy, phishing, and fraud. 

2. Data Collection: A survey is conducted to gather insights from a diverse group of online shoppers. It 

explores: 

a. Demographics (age, gender, location) 

b. Perceptions of online security risks 

c. Trust levels in e-commerce platforms 

d. Behavioural patterns based on security concerns 

3. Sampling: A stratified random sample of 500+ participants is chosen to ensure diverse representation across 

demographics. 

4. Survey Design: The survey uses multiple-choice and Likert-scale questions, with both quantitative and 

qualitative data. Key questions address privacy concerns, past experiences with fraud, and trust factors. 

5. Data Analysis: 

a. Descriptive stats (frequencies, averages) summarize responses. 

b. Regression and correlation analyses identify links between security risks and trust. 

c. Visual representations (charts, graphs) display trends in security breaches and consumer trust. 

6. Trend Analysis: Secondary data on security breaches and fraud trends are analysed to validate consumer 

perceptions with real-world data. 

7. Limitations: Sampling bias and self-reported data are considered potential limitations, and regional 

differences in perceptions are acknowledged. 

8. Ethics: Ethical principles are upheld by ensuring informed consent, anonymity, and participant confidentiality 

throughout the study. 

 

III. LITERATURE REVIEW 

1. Introduction to Consumer Trust in Online Transactions 

 Trust is a critical factor in shaping consumer behaviour, particularly in online transactions. Consumers must 

trust that the website, payment gateway, and transaction process are secure and reliable to proceed with any 

financial exchange (Gefen, 2000). For e-commerce businesses, establishing and maintaining consumer trust is 

central to fostering long-term customer relationships (Morgan & Hunt, 1994). 

 Consumer Perception of Security: Studies show that consumers tend to assess security features such as 

encryption, authentication, and website reputation before engaging in online transactions (Sillence et al., 

2004). The lack of trust is often associated with concerns about data privacy, fraud, and identity theft (Hong et 

al., 2003). 

2. Security Issues in Online Transactions 

 Online transactions are vulnerable to several security issues such as phishing, fraud, data breaches, and 

malware attacks. One of the most significant threats is the loss of personal and financial data, which can result 

from insecure connections or inadequate encryption (Lee & Turban, 2001). Phishing attacks, where fraudsters 

attempt to steal personal information via deceptive websites or emails, are particularly concerning (Jiang et al., 

2018). 

 Security Features: Many security features, such as SSL (Secure Sockets Layer), multi-factor authentication, 

and tokenization, are implemented to protect consumer data during online transactions. However, consumers' 

awareness and trust in these technologies play a key role in their decision-making process (Shankar et al., 

2003). 

3. The Role of Trust in Consumer Decision-Making 

 Trust as a Mediator: Trust in online transactions is not only about security but also about the perceived 

reliability of the platform. Trust mediates the relationship between perceived risk and consumer behaviour. A 
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well-designed website with trust signals, such as security badges, clear return policies, and positive reviews, 

can reduce perceived risks and increase the likelihood of a purchase (Pavlou & Gefen, 2004). 

 Building Trust: Research highlights several methods to build consumer trust, including displaying trust seals 

(e.g., SSL certificates), transparent privacy policies, and offering customer service support. A study by 

McKnight et al. (2002) indicated that consumers are more likely to trust e-commerce platforms that offer a 

secure, easy-to-navigate interface, clear terms of service, and a robust complaint resolution system. 

4. Factors Influencing Trust and Security Perception 

 Technological Factors: Encryption and secure communication protocols like SSL/TLS are central to consumer 

trust in online transactions. For example, websites with HTTPS encryption have been shown to increase 

consumer confidence (Dinev & Hart, 2006). 

 Psychological Factors: Consumer confidence in online transactions is also influenced by psychological factors, 

including the consumer’s previous experiences, level of expertise, and perceptions of the brand. Research by 

Chen & Dhillon (2003) suggests that perceived ease of use and previous trust-based experiences impact the 

overall level of trust. 

5. Consumer Protection and Legal Frameworks 

 Regulatory Measures: Governments and regulatory bodies have been increasingly involved in establishing 

frameworks to protect consumers in digital transactions. The General Data Protection Regulation (GDPR) and 

California Consumer Privacy Act (CCPA) aim to enhance consumer privacy and establish clear guidelines for 

data security and breach notifications. 

 Industry Standards: Payment Card Industry Data Security Standard (PCI DSS) ensures that companies handle 

cardholder information securely. These standards are crucial for reducing risks and fostering consumer 

confidence (Bohm et al., 2013). 

6. The Future of Consumer Trust in Online Transactions 

 With the rise of new technologies like blockchain and cryptocurrencies, there is a growing interest in 

decentralized, trust less systems that do not rely on intermediaries. Blockchain, for example, promises to 

improve transparency and reduce fraud, potentially reshaping consumer trust in online transactions (Zohar, 

2015). 

 

Key Factors Influencing Consumer Trust:  

1. Data Privacy and Protection: Consumers are highly concerned about how businesses collect, store, and use 

their personal information. Data breaches, unauthorized access, and misuse of consumer data contribute to 

distrust. 

2. Fraud and Scams: Phishing attacks, identity theft, and fake websites have led to increased skepticism toward 

online transactions. Cybercriminals use deceptive tactics to steal sensitive information. 

3. Payment Security: Secure payment gateways, encryption technologies, and authentication processes 

influence consumer trust. The lack of strong encryption methods increases vulnerability to hacking attempts. 

4. Regulatory Compliance: Compliance with security standards such as GDPR, PCI DSS, and cybersecurity 

laws ensures better consumer protection. Businesses adhering to these regulations provide a more secure 

environment for online transactions. 

5. User Experience and Transparency: Websites and applications with clear security policies, easy-to-

understand terms, and transparent practices contribute positively to consumer trust. Poorly designed platforms 

with ambiguous policies can deter users from engaging in online transactions. 

6. Historical Data Breaches and Reputation: Consumers often base their trust on past incidents involving data 

breaches and security failures. High-profile breaches damage the credibility of organizations, influencing 

consumers’ willingness to conduct online transactions. 
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IV. RESULTS AND DISCUSSION 

Statistical Insights and Graphical Representations 

1. Consumer Trust Levels Over Time  

 
Fig. 01 

Fig. 01 shows that trust in online transactions fluctuates based on reported security breaches and fraud incidents. This 

chart shows consumer trust levels in online transactions from 2010 to 2024. Trust declined from 2012 to 2016 due to 

major cyber threats like data breaches, phishing attacks, and AI fraud. After 2016, trust gradually recovered, despite 

challenges like pandemic cyber-attacks (2020). By 2024, trust reached its highest level (~75%), likely due to improved 

cybersecurity and fraud prevention measures. 

 
Fig. 02 

Fig. 02 illustrating the annual security breach trends in online transactions 

 

2. Security Breach Trends (Bar Chart) 

 
Fig. 03 
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Fig. 03 illustrates the annual increase in cybersecurity incidents from 2019 to 2024, categorized into three major types: 

phishing (blue), hacking (red), and malware attacks (green). 

 Phishing attacks have steadily increased, rising from 1,500 in 2019 to 6,700 in 2024. 

 Hacking incidents have also surged, from 1,800 in 2019 to 6,000 in 2024. 

 Malware attacks have grown significantly, starting at 1,200 in 2019 and reaching 5,100 in 2024. 

 

3. Payment Methods and Associated Risks (Pie Chart) 

 Credit cards, digital wallets, bank transfers, and cryptocurrency each carry different levels of security risks. 

 A pie chart will show the percentage of security concerns linked to different payment methods, helping 

identify which methods are most vulnerable. 

 
Fig. 04 

Fig. 04 illustrates the distribution of security risks across different payment methods. 

 Credit Cards (40%): The most vulnerable to security threats due to widespread phishing, card skimming, and 

data breaches. 

 Digital Wallets (25%): Moderately risky, primarily due to account takeovers and fraud linked to weak 

authentication. 

 Bank Transfers (20%): Risks stem from phishing scams and unauthorized access to banking details. 

 Cryptocurrency (15%): While decentralized and encrypted, crypto transactions face threats like hacking and 

wallet theft. 

 

4. Consumer Trust Factors:  

 
Fig. 05 
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Fig.05 represents key factors influencing consumer trust in online transactions. 

 Security Vulnerabilities (30%): The biggest concern for consumers, including risks of hacking, malware, and 

weak encryption. 

 Fraud Prevention (25%): Measures like two-factor authentication and fraud detection systems play a major 

role in trust. 

 Consumer Awareness (20%): Educating users about scams, phishing, and safe practices significantly impacts 

trust. 

 Data Privacy (15%): Consumers value transparency in how their personal and financial data is stored and 

used. 

 Transaction Transparency (10%): Clear policies, refund options, and reliable transaction tracking help boost 

confidence. 

This chart highlights areas businesses should focus on to improve consumer trust in digital payments.  

 

5. Geographical Trends in Online Fraud (Heat Map) 

 A heat map will illustrate regions most affected by online transaction fraud, highlighting global cybersecurity 

challenges. 

 
Fig.06 

Fig. 06 The bar chart above represents online fraud incidents across different countries/regions. 

 China (5200 cases) and USA (5000 cases) report the highest online fraud incidents, likely due to their large 

digital transaction volumes. 

 India (4500 cases) and Russia (4000 cases) also experience significant cybersecurity challenges. 

 Brazil (3500 cases) and Germany (3000 cases) show notable fraud cases, emphasizing the need for enhanced 

fraud detection systems. 

 Canada (1200 cases) and Australia (1700 cases) report relatively lower fraud cases but still face risks. 

This chart highlights global cybersecurity challenges and the need for region-specific fraud prevention strategies.  

Solutions to Enhance Consumer Trust in Online Transactions 

1. Multi-Factor Authentication (MFA): Strengthening login security with MFA can reduce unauthorized 

access by requiring multiple verification steps. 

2. Encryption Technologies: End-to-end encryption and tokenization safeguard payment details, reducing the 

risk of data interception. 

3. Cybersecurity Awareness: Educating consumers on how to identify phishing scams, recognize secure 

websites, and use strong passwords can minimize security threats. 
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4. Regulatory Enhancements: Strengthening global regulations on data privacy, payment security, and 

consumer rights can increase trust in online transactions. 

5. AI and Machine Learning in Fraud Detection: Implementing AI-driven fraud detection systems can analyze 

transaction patterns in real-time, identifying and preventing fraudulent activities before they occur. 

6. Blockchain for Secure Transactions: Blockchain technology enhances security by providing a decentralized 

and immutable transaction ledger, reducing the chances of fraud and unauthorized alterations. 

7. Biometric Authentication: Fingerprint recognition, facial scanning, and voice authentication provide an 

additional layer of security, reducing the risk of account takeovers. 

8. Secure Payment Platforms: Encouraging businesses to use secure payment service providers that comply 

with high-security standards ensures safer transactions. 

 

V. CONCLUSION 

Consumer trust in online transactions is heavily influenced by perceived security risks and actual incidents of fraud. 

Businesses must adopt strong cybersecurity measures, comply with regulatory standards, and enhance consumer 

education to foster trust. Future research should focus on emerging threats, evolving consumer behaviours in digital 

transactions, and the role of advanced technologies in improving security. 
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