
When a company 
uses their 

personal data to 
offer them other 

products/services 
it provides.

2
When a company 
does what it says 

it will during 
their customer 
interactions.
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Level of concern about online privacy

Because of privacy concerns, 
consumers have...

Level of understanding about 
data collection and use

Company actions that enhance or diminish consumer trust

Has your personal information 
ever been compromised in  

an online data breach?
→ →If a consumer's information is 

included in a breach, they...

When a company 
gives them 
control of 

the personal 
information in 

their account by 
allowing them to 

update it.

Top three trust-enhancing actions Top three trust-diminishing actions

When a company 
uses their data 
to offer them 

products/services 
from another 
organization.

When a company 
requests 

information from 
them without 

clarifying why it 
is needed.

When a consumer stays loyal  
to a company following a data 
breach, they do so because...

Strong,
21%

Moderate, 59%

Weak,
14%

Don't
know,

6%

Deleted an
app from

their phone.

Avoided
visiting a
particular
website.

Opted out of
sharing

personal
information.

Decided
against an

online
purchase.

82%

72% 72%
64%

Yes, 44%

No, 38%

Don't
know,
18%

Never continue
doing business
with the company

Sometimes
continue doing
business with
the company

Always continue
doing business
with the companyDon't know, 4%

25%

51%

20%

1.
It handled the
data breach

very well, 29%

2.
They still trust it

with their personal
information more
than others, 26%

3.
There is no

alternative, 23%

Respondents were
able to select

multiple options.

• Very concerned: 10%  • Somewhat concerned: 36%  • Neutral: 29%  • Somewhat unconcerned: 21%  • Very unconcerned: 4%  • Don't know: 1%
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When a 
company's 

clear privacy 
information 

enables them to 
understand how 

it processes their 
personal data.

3
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