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Key Findings from the 2016 GRBN Trust Survey

Overall Trust in market research:
Definite room for improvement in many key markets

Earlier this year, in co-operation with Research Now and
Dapresy, we set out to measure the level of trust in market
research and to explore some of the drivers of that trust*.

The first thing to note from the chart opposite is the
generally low level of trust people have overall, even in
the institute of government.This warrants an article of its
own, but itis important because it sets the tone.

The results indicate that most people have a fairly neutral
level of trust in market research companies, with 19%
having a low level of and 15% a high level of trust... We see
this as both a threat (if we do nothing) and an opportunity
(if we take proactive action to build trust).

Relatively, we are currently not in a bad position, however,
and out of the 17 different types of organisations covered
only the police, local banks and local online stores are
significantly more trusted.As can be seen from the chart
opposite, the overall results hides significant differences
across markets.

Looking at the country-by-country results, Germany and
Brazil stand out as the only countries having a positive net
trust index (top two-box % minus bottom two-box %).The
Brazilian result is partly explained by their positive
attitudes to things (even vis-a-vis other Latam countries),
which can be seen in all the answers to this question (with
the except of trust in government, which is unsurprisingly
very low in Brazil).

Relatively, across all three LATAM countries market
research companies are relatively well trusted, ranked 3rd
out of the 17 different types of organisations on trust,
behind internet search companies (e.g. Google / Bing) and
local banks.

In Germany, market research companies are ranked joint
2nd on trust, alongside local banks and local online stores,
with only the police significantly more trusted.In a
separate article in this newsletter, our German colleagues
give some great insight into why that might be.

In contrast, if we look at the average across Australia,
Canada, Japan, the UK and the USA, market research
companies are ranked joint 9th out of the 17 different
types of organisations.

You can see more of the survey findings in an interactive
dashboard prepared by Dapresy.

* Fieldwork was conducted by Research Now through its online
panel, and the survey was conducted in nine countries
(Argentina, Australia, Brazil, Canada, Germany, Japan, Mexico,
UK and US) in March/April 2016 with more than 9,000
respondents taking part.The sample for the survey was drawn to
represent adults 18 plus in each country and data has been
weighted to match the population in each country on key

demographic variables.The total results represent an average for

the nine countries and is not weighted to reflect population size.
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Key Findings from the 2016 GRBN Trust Survey

Trust with personal data —
A time-bomb for our industry?

8-out-of-10 people surveyed say they are concerned about misuse of
their personal data, with this figure still a high 78% amongst 18-24
year olds.

It is perhaps, therefore, not surprising that of the 17 types of
organizations surveyed, only the police and local banks have a
(marginally) positive net trust index with respect to data protection.

Overall 25% say they have a low level of trust in market research
companies (and only 13% a high level of trust) to protect and
appropriately use their personal data, making our industry ranked
joint 6th alongside retailers with loyalty cards.

Germany is the only country amongst those surveyed where market
research has a positive net trust index on this issue, ranking 3rd out
of the 17 types of organisations, with only the police and local banks
more trusted not to misuse personal data.

This might surprise many people in our industry, but many research
participants (already giving research companies their personal data)
do not consider our industry’ s collection and use of their personal as
appropriate, and 55+ year olds are more likely to find the collection
and use of personal data by market research companies
inappropriate (35%) rather than appropriate (22%).

We are pretty sure that amongst people who never or seldom take
surveys these numbers would be much worse.

Our earlier research into this issue gives some insight into why this
is... The 2014 survey found that people consider many types of the
data we collect to be sensitive personal data, for example; more than
one-in- four people considered the following, amongst others, to be
sensitive personal data; their IP or MAC address, their location data
via their mobile, their picture and their email address.

Are we sensitive enough to this sensitivity when we ask for these
things?

Communication and transparency are key!

Four-in-ten people answering the survey do not feel well informed
about how market research companies collect, store and use
personal data.Amongst those having a low trust in market research
companies that proportion rises to over six-in-ten.

Whilst we could argue, which is the chicken and which is the egg, that
argument is rather irrelevant.The fact remains that people do not
consider themselves to be well informed, period.So the onus is on us
to inform them with transparency and in a way they understand.This
is one of the key objectives of the GRBN Building Public Trust
Programme, which you can read more about here.
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Data security risk?

Another issue is data security, with half of people (survey-takers)
concerned whether their personal data held by market research
companies is securely protected.

Whilst this concern is no doubt also existing with respect to other
personal data controllers, that does not reduce the seriousness with
which this matter should be treated.

Whilst to date there has been no concerted effort (to my knowledge)
by criminals to target the market research industry for personal data
theft (or indeed industrial espionage), | believe it is only a matter of
time before we are targeted.And when that happens, we had better
be ready.First and foremost, in terms of preventing attacks from a
criminal element, which is becoming more and more sophisticated in
its methods, and secondly in dealing with any breaches.

Attacks are one thing.Human error is another and equally serious
risk.Market research companies dealing with personal data need to
have policies and procedures in place to deal effectively with the
issue of information security, and serious consideration should be
given to acquiring ISO 27k if your company does not already have it.

An excellent source of information on information security and the
implications for market research companies is the GRBN Learning
Center, where you can find a number of webinars produced by CASRO
dealing with this issue from a number of critical issues perspective.

Information Security Risks Are Everywhere

Viruses and hackers shouldn’ t be your only concern.Did you know 36% of employees still had

RO \
EBINARS

access to systems after they left the job?And 73% of vendors were given access to company
systems without the same diligence of security and training?A data breach can be catastrophic to
your market research firm.To adequately protect your business, you must take a serious, 360-

degree approach to information security.

Your people, Your technology, Your
service providers, And your
processes all pose potential risks.

This CASRO webinar series addresses each facet, as experts from within our industry and outside it
share their experiences, advice and best practices to help you eliminate risk exposure.


http://grbn.eliademy.com/?cat=3
http://www.grbn.org/

GRBN News

Members update September 2016 BUSINESS NETWORK

AFRC « EFAMRO = ARIA « AMRA

Key Findings from the 2016 GRBN Trust Survey
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This is something we will be exploring more deeply in our
follow-up survey on user experience.We would like to thank Consumers
our partners on this survey, Dapresy, Netquest and Research
Now, without whose contribution this work would not be oNiait
possible.
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