
Digital Trust As 
A Competitive 
Advantage 
Using it to Drive Business Growth



Introduction
In the fast-paced digital business landscape, the role of digital trust 
cannot be overstated. It is not just a buzzword but a key determinant of 
future performance. Enterprises that fail to establish digital trust risk 
being left behind, while those that succeed in this area are poised for 
growth.

Research by McKinsey  underscores this, revealing that 85% of [1]
consumers now consider an organization's data privacy policies before 
making a purchase, highlighting the importance of clear and robust 
data usage and protection policies. 

Such policies not only reassure customers about the ethical conduct 
of the business but also position organizations to provide trustworthy 
products and services, leading to sustainable growth and a competitive 
edge.

Boehm Jim, Grennan Liz, Singla Alex, and Smaje Kate. (2022, September 12). Why digital trust truly ma�ers. McKinsey.com. 
h�ps꞉//www.mckinsey.com/capabilities/quantumblack/our-insights/why-digital-trust-truly-ma�ers

[1]
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Trust is crucial for business success, and building a solid bond between a 
brand and customers takes time. As businesses embrace technology and 
continue to gather more personal data, the need to maintain digital trust 
becomes a signi�cant challenge. Implementing strict processes for data 
privacy, cybersecurity, transparency, reliability, and ethical conduct are all 
essential to protecting sensitive customer information in this tech-driven 
era. Robust identity and access management (IAM) systems minimize 
login issues, while data security measures uphold con�dentiality and 
accessibility. This ef�ciency results in signi�cant cost savings, improved 
productivity, and continuing business success based on a high level of 
customer trust.

Building Digital Trust for 
Business Success

Companies that prioritize digital trust for business success not only meet 
customer needs but also gain a signi�cant competitive advantage. 
According to the McKinsey survey , these digital trust leaders are [1]
organizations that have strict guidelines for data, AI, and ethics and 
implement best practices for AI, data, and cybersecurity. As a result, they 
not only outperform their peers but also pave the way for continued 
business success, preventing losses and increasing earning potential.

Boehm Jim, Grennan Liz, Singla Alex, and Smaje Kate. (2022, September 12). Why digital trust truly ma�ers. McKinsey.com. 
h�ps꞉//www.mckinsey.com/capabilities/quantumblack/our-insights/why-digital-trust-truly-ma�ers

[1]
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Business Success Depends 
On Digital Trust
Without trust, customers may hesitate to share personal data or carry out 
transactions, potentially undermining business success. Therefore, digital 
trust is fundamental to a thriving digital economy and an indispensable 
asset for any forward-thinking business.

Delivering digital trust involves more than maintaining a secure website or 
app and preventing data breaches It's about developing a  within the [2]. 
business and creating a digital experience that goes above and beyond 
customer expectations, providing seamless access to goods and services 
and safeguarding customer privacy rights while using their data to 
personalize valuable experiences.

Haynes Kami. (2019, January 16). The Success of Your Business Depends on Digital Trust. Here Is How to Measure It. 
Securityintelligence.com.h�ps꞉//securityintelligence.com/the-success-of-your-business-depends-on-digital-trust-
here-is-how-to-measure-it/

[2]
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In today's data-driven business landscape, unwavering accountability and 
oversight are non-negotiable to ensure responsible technology 
implementation and ethical data usage across all organizational levels. 
To successfully implement a digital trust ecosystem, it is crucial to obtain 
an unwavering commitment from top-level executives. Failing to 
reciprocate trust with a demonstrable commitment to trustworthy practices 
is simply unacceptable and unsustainable.

World Economic Forum. (2022, November 15). Earning Digital Trust꞉ Decision-Making for Trustworthy Technologies. 
weforum.com. h�ps꞉//www.weforum.org/publications/earning-digital-trust-decision-making-for-trustworthy-technologies/

[3]
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Ensuring Digital Trust is a 
Leadership Responsibility

Business leaders and organizations establish trust by remaining dedicated 
to their strategies, services, and technological advancement  This trust  [3].
is not just an outcome but an assurance that their decisions align with 
people's expectations and principles.

Trust hinges on business leaders' decisions, not just on the speci�c 
technologies they develop or deploy. When business leaders decide which 
technologies to create or how to use them, they have the power to build 
trust by aligning with people's expectations and upholding their values. 
Organizations using technology and data must respect individuals' digital 
dignity, and leaders must acknowledge that their organizations are 
stewards of the trust placed in them by stakeholders.
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Implementing A Digital 
Trust Framework To Drive 
Business Growth
Businesses that want to drive business growth should implement a digital 
trust framework. This framework, designed to guide decisions regarding 
the development, use, or application of digital technologies and services, 
de�nes shared goals and values related to digital trust. More importantly, 
it provides a straightforward and user-friendly way to make decisions and 
evaluate the trustworthiness of digital technologies, instilling con�dence 
in their usability.

Commitment꞉ Digital trust is everyone's responsibility, starting from the top. 
Success depends on the support and involvement of all employees and 
stakeholders throughout the organization.

The development of a digital trust framework 
encompasses four key areas ꞉  [4]

Building & Integrating꞉ Creating and integrating an organization's digital 
trust capability necessitates concerted efforts within people, processes, and 
technology.

Identifying & addressing gaps꞉ Organizations must proactively identify 
critical areas that need targeted digital trust initiatives and pinpoint products 
and services that demand transparency from customers.

Monitoring & improving꞉ Once the digital trust framework is in place, 
businesses must support future enhancements and uphold digital trust.

Implementing a digital trust framework is more than just a tool; it's a guide 
that empowers decision-making. The framework provides holistic guidance, 
going beyond mere recommendations for digital trust, to operationalize the 
framework through a series of common steps such as, planning and 
designing, building and integrating, and monitoring and sustaining.

McKenney Beth A. (2024). Making sense of digital trust. kpmg.com. 
h�ps꞉//kpmg.com/us/en/articles/2023/making-sense-digital-trust.html

[4]
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Using Digital Trust To 
Achieve A Competitive 
Advantage

Organizations that can demonstrate their digital trustworthiness have a 
signi�cant competitive advantage and develop be�er relationships with 
their consumers. They have stronger reputations, fewer cybersecurity 
and privacy breaches, and the critical foundation necessary for 
successful digital transformation.

Building credibility & reputation꞉ Organizations that embody 
transparency, integrity, and reliability in their digital interactions are 
be�er positioned to captivate customers and other stakeholders.

Weathering Crises꞉ Brands that have established digital trust are 
be�er prepared to manage crises and controversies, as consumers 
are more forgiving when trust has been established.

Strengthening Relationship꞉ Building enduring relationships with 
customers relies on the foundation of digital trust, which fosters 
mutual respect and con�dence.

Sustainable Growth꞉ Businesses that prioritize digital trust are 
more likely to experience sustained growth, competitiveness, and 
revenue and Earnings Before Interest and Taxes (EBIT) growth rates 
of at least 10 percent. [5]

Eidosmedia. (2023, January 30). How important is 'digital trust'? eidosmedia.com. 
h�ps꞉//www.eidosmedia.com/updater/technology/The-bene�ts-of-digital-trust-and-how-to-build-it

[5]
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Conclusion
In an era of high consumer and user expectations for convenient, 
instantaneous access to new technology, data, and communications, the 
establishment of digital trust is crucial.

The board, leadership, and management of an organization must actively 
shape its approach to digital trust by prioritizing organizational values, 
vision, and goals.

Business leaders who drive this initiative gain a competitive edge and foster 
be�er consumer relationships.

This, in turn, enables them to boast stronger reputations, reduce 
cybersecurity and privacy breaches, and build a solid foundation for 
successfully driving business growth.
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