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Overview

Research Program

In 2016 the Trust Project design research team
heard from the news audience in the US and Europe
and created an engagement spectrum from Avid to
Avoidant, even Angry. The research helped to

narrow the 30 possible Trust Indicators to eight.

Four years later, we have refreshed the research,
seeking an update on peoples’ attitudes and
behaviors. How do they respond to the current
Trust Indicators? What’s changed in their
consumption and use of news? What directions

would support greater engagement and trust?

Qualitative

Design Research

* Smaller sample size: 3 to 10 to 30
* |Interview and observation are staples
» Typically flexible and conversational
e Aim to enter without an agenda
* Used at three stages:
* to explore for new ideas
* test concepts
* validate designs

Quantitative
Research

Many respondents
Usually less personal
More repeatability

Used to screen, query and
validate; see trends across
large data sets

* Includes or leads to idea generation

Journalistic

Investigative Research

Range of techniques

May be focused on one person,
organization or network
Purpose may be to uncover,
discover, connect, explain,...



Overview

Geography

We conducted

remote interviews

¥ Australia 28

with 28 people in
North America ? comervatve North America Total £ Parucipants

Europe and Australia.

Research: Jun-Aug 2020 Trust Project 2020 - 2021 Refresh 4



Overview

Breadth

Diversity was represented
across geography, political
spectrum, ethnicity and

gender.

Research: Jun-Aug 2020

Political Leanings Gender ldentity Ethnic Identity
6
6 Black
10 Conservative
Moderate 0, 10
13 . White
Male ‘
28 15 . |
Female Other J
2 10 5
Unknown Liberal Hispanic Zsian
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Overview

Trust Indicators v i OEM

LEGEND

Journalist

Type of

Best
Practices

NAR

What are the news outlet’s

standards? Who funds it?
What is the outlet’s mission?
Plus commitments to ethics,

diverse voices, accuracy, making
corrections and other standards.

TOP ROW Audience appreciation level, great or small, is “stable” and only small refinements needed, if any.

ublic’s

riorities,

nt to participate
ack that might
alter or expand a story

Info

Who made this? Details about
the journalist, including their
expertise and other stories they
have worked on.

QAP Diverse
. d  \oices

A

What are the newsroom's
efforts and commitments to
bringing in diverse perspectives?
Readers noticed when certain
voices, ethnicities, or political
persuasions were missing.

*

References

ﬁﬁ Citations &

What's the source? For
investigative or in-depth stories,
access to the sources behind the
facts and assertions

Locally
'@ Sourced

Was the reporting done on the
scene, with deep knowledge
about the local situation or
community? Lets you know
when the story has local origin
or expertise.

Work

What is this? Labels to
distinguish opinion, analysis and
advertiser {or sponsored) content
from news reports

Methods
PR ]

How was it built? Also for in-
depth stories, information about
why reporters chose to pursue a
story and how they went about
the process.

BOTTOM ROW These exhibit a more nuanced, complex conversation and usage. A growth-oriented refresh could be timely and impactful.

Research: Jun-Aug 2020
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What we are hearing

People Are Saying

“After the 2016 election, | realized |
needed to support the news. Now |
subscribe to KQED, Seattle Times,
and the NY Times.... I'd like to
subscribe to the Washington Post,
too, but | think I'm already doing
enough. | might still do it because
there’s some interesting stuff
(behind the paywall).”

Bill

Hearing from local news was
important to him: “Often they
are the only people reporting
on things that you’d just hear
about through word-of-mouth”

XXXXX

Research: Jun-Aug 2020

“I wanted to drive down and support
the people in Texas after the
hurricane... but learned through the
news that the governor did not want
people driving to Texas during
covid...no place to stay.”  utah woman

About Comments sections:
“Revealing” “Insightful”

“Leads me to deeper research”

“A place to debate” “Crazytown”

“I share if | can make a difference; if
my voice is needed.”

“I think I’'ve read sponsored news
stories and not realized it. (Discussing
this Indicator)...makes me think |
should pay more attention.”  xxx

Trust Project 2020 - 2021 Refresh

“Yes, well, they’re all good.”
in reference to the 8 Trust
Indicators.

“I like the news to be news, as
in, the facts on what
happened.” Xk

“The Citations let me know the
journalist did their homework.”

XXXXX

“I love the Best Practices: this
one is for me.”

XXXXX



What we are hearing

People Are Saying

“I've seen people use their
credentials before, saying that
makes the validity of their
reporting high. But that’s not
really true.”

Likesha

“The thing is, even if | agree
with it every news site has a
point of view.” Molly

Research: Jun-Aug 2020

“This is a delicate balance, it’s
bad for the reporting if you are
getting the perspective on an

issue from someone who has had

years of developed bias from
living within that community
bubble.”

“I’'m always looking for
information that isn’t just to
scare or to push bias; I'm
looking for actionable
information | can then
participate on.”

Q00O OO O Vaich
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“Sometimes my personal
opinions feel attacked, and
then I think they are putting
their opinion on this.”

Bianca

“I feel like | need to do
research. | can’t just read news
and take it as it is. | have to do
more digging, and | think,
‘Wasn’t that supposed to be
your job as the reporter?’”

",
““‘.‘. Leilanie 2
t:::::': ::'\-\. S




What we are hearing

Interviewees

Here are a few examples
of 24 1-page profiles
created to summarize
interviewee discussions,
their news behaviors and

perspectives.

Research: Jun-Aug 2020

Bianca, 30

Washington, DC
July 10th, 2020

News Behaviors:

"1 trust major news sources; It's just how they are tacking on
opinions that become the problem. However sametimes my
personal apinions feel attacked, and then 1 think they are
putting their opinion on this,”

Bt spencts most of et diy with news pliging in the background. But #50 gets 4 lot of e from her

phane through out the day. When samething comes into her news feeds that she b unsure about she B:h” x (IS® _‘

will google it to double check that what she is seeing s true. Cines

"It samething foeds fistry ta me, | then go into gocghe and typs in e samo headling 10 500 what cames

. | want to know the truth* i Mo 0 “
cNBc

Shee fewls o great deal of guit acound the rews sod staying on top of what 5 going on. “Sometimes | think

watching news i 4 civic re ibdity, Docinse

al | feol tired of it all and want to stop, but then
1 focd guitty” She thinks this has gotten a lot strorger, and the pult has Inoeased ) HLN

News types she is looking at:

H i Q=sMOY

Dally Events Local Global

Trust indicators:

Militaey Government Economy Health Entertalnment

‘ Best Practice

“I'8 be honest 'm sure this edormation s out
hare, but Tve revir seancted for it” She would
@APOCE 10 Se K In the About section for each
arganization

20  Locally Sourced

“I think this means someone has bouts on the
ground” But she likes the ides of adapting
that defnition 1o comacns who's from the
community and understands those vokes.

Closing thoughts

0 Type of Work ‘ ‘ Citations & References

“fm used to this, When I'm locking ot the top She's seen It but doesn't really ook into #
starias, §see this” I it"s marked sponsored, she

Ignores It. Y don't trust sponsored artices at ak

Even If there is good darmabian n that, | sidp

it*

Cards selected:

Concarned about Other Porspactives _Knawing my Community
_Understancing Mysell _Keep my Family informed
Noting & Gov Purposes

Engaged
_Think About our Future
_Enjoy a Fresh Perspective
Infoemed

“A ot of the Charwe | Ehink OF rwewes s 00 Lainment, They s trying Lo indorm while keeping peophe watthing, 1've thouhyt abaut this. antl some do it beter
than others. | do think there are peaple out there trying to put out bad indo, and the damage Is areacdy done by the time we hgune It cut” She said her leved

of worry about that I3 o 10 because she has family

Back

bers who would ab edy sue 3 fake news piece. and #t will change their bekefs with no going

10



What we are hearing

Interviewees

Here are a few examples
of 24 1-page profiles
created to summarize
interviewee discussions,
their news behaviors and

perspectives.
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Rita, 40 "I tend to avoid friends or generally anyone who

accepts fake news as real news.”

Spain
July, 2020

News Behaviors Subscribes to

Rita looks at the news daily in the morning and after work. She follows reporters and or FO"OWS
now Jooks at news more through web TV, so it’s not just television news these days.

She uses the news to help her remain informed but thinks of the news as
manipulative, believing that atiout 30% of the news she stes is ‘Take news”

When asked when she would subscribe to a paper, she said sometimes when she

s2es a new group putting out good articles, or she might identify that she likes a

particular author, It starts to feel bad taking their pieces repeatedly without paying Tl‘m

for it Guardian
Types of News
£MUNDO
More Less
Trust m @ 9 “&!{' Trust S'q
Entertainment  Global  Economy Health -
EL PAIS

Trust Indicators

‘ Local Journalist Info

Rita sees local news as, for the most part, very traditional.  Rita was one of the few people we interviewed who could
“they are immobile In what they choose to report on.” name specific journalists. Following a particutar journatist

IS enough to make her want to subscribe to a speafic
soutce of news,

Trustworthiness

Rita used to trust sources such as the World Health Organization, but she i now starting to be warker of news or facts
that they are putting out, She worries that these places' information is likely to be "duped” or misisterpreted than
lesser-known organizations following the COVID pandemic, These feefings have been steadily increasing today. She
questions about 20-30%, whereas before, she used to question about 5-10%. When it comes to getting essential

health information, she primarily chooses 10 read the white paper directly. "I'm looking for that seal of approval from
an academic,”

Tone / Emotion News Attitude (cards selected)
The primary way Rita does not truist the news hastodo - K¢ @ “:'"'d y _::'s(l’:);:i:wspemve
with hows it is written. “1f there is a preachy tone like they -0V @ Fresh Perspective '

i 3 - While I'm eating Talk With Friends
are trying 10o hard to sway how | think or act. " She has R e Kooty Family Updatid
learned to altogether avoid right-wing options such as _Voling & Gown _Me:& Clvun ¥
the Daily Mall or Ef Mundo. Engaged - ge

_With My Coffee _Have Fun

11



What we are hearing

Interviewees

Here are a few examples
of 24 1-page profiles
created to summarize
interviewee discussions,
their news behaviors and

perspectives.

Research: Jun-Aug 2020

Klaus, 23

"This is a delicate balance, it's bad for the reporting if you
are getting the perspective on an issue from someone who
has had years of developed bias from living within that
community bubble.

North Whales, U

July 24th, 2020

News Behaviors: Subscribes to / Follows:
Klaus Incks a1 the ews through out the iy, Now hw's Irying 1o look for right Saning oe conservatively

written articles. “But It's hard because iwith) the Lnguage that they are using and how they say It fecls

lle they are trying to push partscular agendas ™ m

Ho Goes't shane news wory ofton with mase outsice of N immediate family. He talked about how

he realy wants 1o gain different perspective on the news but he has a hard time finding resource that

aroand 50 filled with emotion and clear blas. “The issus s ol the people | talk to and read are o pretty

much of the same mied as me, but wien | ook #ao cormenvitive or diffecent sides, | Bed niysell ssking “‘e Tdegra‘h

whern am these poople? How can | meet tham and tale with them? But this feoks mmposcitie because the
news &5 already setting us up to hate each other”

News types she is looking at:

*x @mes =% M

Celebrity Entertainment Sport Military Global Gaovernment Economy

Trust indicators:

© “ e
Localty Sourced Citations & References kﬁ‘ Actionable Feedback

He would expect that 1o be somethirg about 1 do follow the lrk when they are given, and, “t would be interesting # we could write

Narth Wabas, “A lot of the time Tm getting Yos, sometimes its not chear whather | Can trust something at the end of the aticle, and the news
Information about UK / England, which is useless  that as well. It can be a lot, when I'm trying to site could put out 3 statement of 'This is how our
to me. actually. Now | pay much more atsention figure out if | trust what |'m locking at and it comemunity has responded to this plece” You'd

Lo past Narth Wakes infoemation, I'd lke to know (ks me somewhere e, 5o now | need to try have someone curpte the feedback channels in
If the raporter is local, But that brings along 10 work out if | can trust that.., 1 think this would @ wirg. 1 think this is samething we am missing
cpportunity for bias in different ways® be usetul” for sure. If we could have 2 place where people

couid come together and talk civilly, not just the
peophe, But Mo the joernalst s experns.”

Burn out: Brexit

Wihen it comes to reading somathing that spurred him to actians, he said he almost had tha oppesite reaction whon Brexit happened I had mane of a 'Oh,
what's the point..." feeling. no matter how chued In to the news | was or haow mauch | talkod with friends aod tried to be an activist anline, nathing matterod.

AL the eoxd of the day I'm poweriess, T ahoudd just take & step back, Fve got 3 Jot to do, IUs bard 1o pay the bills and be a0 activist. Particudarly when being
an activist gets you nowhene, It was so confusing; 1 mean there is a huge bullding just down the road that was comgletely tunded by the EU. and ail those
people | have been talking to love the EU, 5o how did this happen? Why wasn't that reparted on? When | waoke up in the morning of Srexit, it was justa
complete shock”

Ideas that came from the interview

"Maybe artickes should be broken down o sub-sactions of "This is the problemis), This is what ks being done about It and This the what we are predicting
the future could be! Or ‘This is the problem, These are the people at the heart of the problems. and These are the people or ieas being put forward to try
o fix the problem

Klaus s looking for ways for the news to tell him more then just what he wants to hear as well a5 offer more positive step forward for him 50 know what =
being done and what he can do

12



What we are hearing

Interviewees

Here are a few examples
of 24 1-page profiles
created to summarize
interviewee discussions,
their news behaviors and

perspectives.

Research: Jun-Aug 2020

Bill, 63

Teacher, artist. musiclan

Seattle
June, 2020

News Behaviors:

“The human brain gets an endorphin rush when it senses
the ‘Ring of Truth'; it doesn't matter the facts or reasons... it
Just lights up. You honestly think the DNC is financing the
anarchists, ... People Just choose to believe the wrong thing.”

He commented just once on a Fox news thread... and now

gets a fink from them and makes a comment each day. “It's
fike going into the Lion's Den."

Subscribes to:

B subscribed to more publishers in 2014-17 with the achvent of Trump and stays engaged becouse
of the urgency bkewol, but % also sttracted to great articles, These almost fave bim speading for & next

subscription, even thaough he feels he subscribes supportivaly to enough nevws, £n W e
: : . Engaging often in stsclo Newilork m
Times

comments as well as disosssion threads in socal media & a daly habit

Bl meads “Consarvative” (Fox) and "Liberal® INYT] Torums and purtfcipates in them 1o peesent rationad

He uses caomments sections 3s a first clue as 1o what to research, and sometimes finds the comments to

thought. He's motivated to contribute by seeing the size of the need and that his support Is required. -
npr

have more yadue than the ariginal post

Bl wants quick access to the back up facts at least one lwel deeper (original source in any medium) but

wil also search on his own This desire for facts goes for both the news and
feg., Snopes)

How he trusts the news:

for the rebestals to the news

Ehe ’
100%---- [N - Newdtork - (3 Hemmity el 0%
Times L1}

Professionals who Based In ther choice Uses the samo facts, hut 100%, precictable that 100% sheptical as to

“ring true"with my of what to cover, completely differentiy, it i true. bat out of motives

confirmation bias 8150 in “Tryimg 1o suy their anghe makes 3 180 context

and havo established mings in cortain ways” cittorence
themselves (Hydroxychioroquing
exomple.]

What he likes in trustworthy news:
Bl woedd like news that oims 1o evoke less e likes Snopes: “They explain why they are I want a Truss-O-Meter., by, even an
AN, Bven in MWLCONSCIoLS wirys siach & making the cal, Not just That's BS bt audible o' A'reg of Truth! o an socoga
music and unredated mankoefated imagery. becauseo of these reasons.” this is not right!’ “{These particular Nlourishes

Trust indicators:

19 V' o

First of all he befeves in scieoce Comments paint fim to further
Theos who 1 Is i super-imparteed, research s also
thesr history and credantials add s volce whers reeced.

Approach to the news:

*Engage with other perspectives.
Tals through and test ideas”

Ideas that come from interview:

*_How to get ar point out the best mix of “big name® and local crecibilty
s there s wary for pecple 10 beconss sware of confirmation biss o “ring
OF truth™? As compened to el Lacts?

_Are truth meters getting any more passible?

otivete him 1o

may come to him due to his gaming hobby
and also grawing up in » mileary famiy )

@a
nEm
Methods connect to the Labeling is important for
“scentific” part of things creditsiity

Cards selected:

_Engaged Ho concemed about other perspectives,

_Urderstanding nysel! _Historical pesspective

_Discussion groegs _For voting and povernmental purposes
Take a stand

_Are Maps of News Views possible for this month's Top 10 Topies?
_What might & Shave dnddéx be Tor an articie? For s person? (T persan
mastly shares science.” vs "This person shares B0 and right” vs "This
person shares sersational or celebrity news”

13



Overview

Summer 2020 Themes

PLE KILLED IN SHOOTING, 527 WOUNDED

AR CAPABILITY BY IRAN®  » TWO WEEKS AGO TRUMP SAID + O TONKMT

ly. WoodruffaPBS News Hour,,
or and-managing e

ENGAGEMENT EMOTION LANDSCAPE OF TRUST
Is "engagement” wearing a How do people view the How do we place ourselves, our
mask... a rally... donating... . . .

, o , , role of emotion in their news in a landscape of trust?
voting... clicking? People identify
with engagement more in 2020- news interactions? Does it We’re workshopping a Trust
21 than four years ago. help or hurt their trust? Indicator refresh and more.

Research: Jun-Aug 2020 Trust Project 2020 - 2021 Refresh 16



Landscape of Trust

* Engagement

e Emotion & Trustworthiness



Points of Synthesis

Engagement

Make my

Toke an action
or Mmake (",y’."-JP
Sophia ?

Mariah
Rima
teading, | . SoWing
on eshal )

In general, there has been a development towards engagement in
the past four years, going beyond our previously most activated

interviewee.

Outwardly engaged and internally engaged categories were more

?

volce heard

P .

aul

Colin Lamy
Brandon
Friends /
Public Lellanie hmﬂy

Internally Engaged

Amber
Jlosephine

Adert i
nformation or

Curator type

Alina
? Nan
L‘m Sharmilan Friends /
group family

likely to subscribe or follow particular news groups.

Research: Jun-Aug 2020

? 8!‘,1!'11_‘1

Veronica

-
Seo
“oe

“eoa -

- -

- -

_______

......
---------
..................

.

loer q

Make my
declsions

?

_I(_n,v

Jessica

Marcus

Bulid / refine
my views

?

Andrea

Klaus
Stay tuned  ———
Rita

Shery ?

Shawn

How do we move users from here to there?
Those outside those categories took more of a passive or

uninterested approach to following the news.

? Sam

Motly
Not
engaged

Some actively avoiding the news, due to negative perspectives on
the news altogether, or feelings of being overwhelmed or
hopeless in the face of information coming into their threads.

Trust Project 2020 - 2021 Refresh
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Points of Synthesis

Emotion

The news is an inherently
emotional experience due to
the nature of what is being
reported and the day-to-day
impact those stories may

have on the lives of people.

We heard repeatedly
throughout the interviews
about the role emotion plays
in individual trust levels while

consuming the news.

Research: Jun-Aug 2020

Q

Trustworthiness

Users are reading and looking at the news to detect
how emotionally connected the author is to the
story. This was used to understand how much they
could trust the source or understand bias leanings.

Emotion
!. A
Engagement Persuasiveness
Still others respecting and liked the emotional Others understood the power emotion has on the
power of stories to ether understand their own human psyche. Choosing ways to consume the
choices on and when to become more news in ways that protect them from overly
outwardly engaged with news stories and emotional responses to the news stories
events happening around the world.
Trust Project 2020 - 2021 Refresh 19



Trust Indicators

Response, Interaction and Refinement



Trust Indicators (More detail in hidden pages.)

Indicators that now feel complex have potential for growth.

LEVEL UP EVOLUTION TANGLED SPACE RE-FRAME
* Four years ago readers *  Four years ago people " Dotk ther own localty and for whether - Readers who already
found the Comments who cared about Diverse they were getting a local view on distant

section to be chaotic
and problematic.

* Now, more comment
areas have been brought
into a useful, moderated
state.

* There’s several
possibilities for taking
‘Actionable” to a deeper
level.

Voices wanted to see
diversity on staff.

Now people are more

concerned about seeking

diverse views, meaning
breadth of thought, in
order to find truth from
the greater range. Does
this point to creating a
map for them?

QAP Diverse
E ”~

A Voices

A

What are the newsroom’s

efforts and commitments to
bringing in diverse perspectives?
Readers noticed when certain
voices, ethnicities, or political
persuasions were missing.

places.

National / Local: There's an appreciation
for the complementary nature of having
both on a story. National for broader
perspective and Local for the contextual
understanding.

Diverse voices in the local: The audience
was aware of how different local voices
have their own bias and experience-set.

Not getting enough local: Most were
concerned about the loss of their own
local news.

Locally
'@ Sourced

Was the reporting done on the

scene, with deep knowledge
about the local situation or
community? Lets you know
when the story has local origin
or expertise.

have a sense of
“methods” in their
work understand and
value them in news.

Everyone else needs a
“hook” to draw them
in and would expect to
see them in the story
itself.

Methods

How was it built? Also for in-
depth stories, information about
why reporters chose to pursue a
story and how they went about
the process.

These exhibit a more nuanced, complex conversation and usage. A growth-oriented refresh could be timely and impactful.

Research: Jun-Aug 2020
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Trust Indicators

REfinementS (More detail in hidden pages.)

Best
Practices
NAR

What are the news outlet’s

standards? Who funds it?

What is the outlet’s mission?
Plus commitments to ethics,
diverse voices, accuracy, making
corrections and other standards.

ALWAYS, RARELY

* Almost everyone

agrees this is useful.

* It’s only needed one

time.

* Good as-is.

Research: Jun-Aug 2020

Journalist
Info

Who made this? Details about
the journalist, including their
expertise and other stories they
have worked on.

*

BOTH WAYS

* Helpful as a start to digging
deeper to find the
perspective; good as-is.

* Readers more likely trust
the publisher who hired the
journalist.

* Belief that it could lead to
celebrity for the journalist
and then potential for less
trust.

Citations &
ﬁ ﬁ References

What's the source? For
investigative or in-depth stories,
access to the sources behind the
facts and assertions

MUST-HAVE MIXED BAG

Gives confidence
Used when fake, too

What if you could see the
status of the link? Or a
map of citation breadth?

Trust Project 2020 - 2021 Refresh

= Type of
Work
What is this? Labels to
distinguish opinion, analysis and

advertiser {or sponsored) content
from news reports

NECESSARY, SUBTLE

While useful, the real
needs are left
unaddressed; this
could be made
stronger.

27



Further Recommendations

In this time of change it’s a good opportunity to level up! People are ready, if worn.

Research: Jun-Aug 2020 Trust Project 2020 - 2021 Refresh
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Trust Project Workshop
Day 2 of 3| 20 May

Further Recommendations

Workshops

Journalist Expertise INSTRUCTIONS (o transiatias

cxcussows MOt wenty xaed 1) Tepen 0. QUi i by Dee » AT 75 MIN
Aaindunt —=L NN HERE -

DOCUSSEN AN BRARITON |

We’'ll brainstorm

refinements and development
of the eight Trust Indicators,
then grapple with

LoBOVIE Ot N Do " Diee -

key topics around e et =

Emotion and Engagement -0 B
in the next few weeks.

i

The TEAM

DRTUMEON ANE R AmITORN —

Wit g S Tee Pt e e’
IEPaene ane Bear W Apart aruly B e LT gred I By lengeage | T

L
Nawm vare
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Link back to Main Board...



n The Trust Project i C

Thank you.

Willa Crolius Team Contributors
Chris Ku rjan Michael Rawling, Benjamin Baader, Mari Narma.
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