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MARKS THE SIXTH YEAR OF THE 
GUSTAVSON BRAND TRUST 
INDEX STUDY, which tracks 
Canadians’ trust in consumer 

brands. Like most things in 2020, the research team 
was thrown a curve ball in March when the impact of 
COVID-19 fully hit Canada. Initially, the team had gathered 
data from consumers during the weeks of January and 
February, tracking the trust in brands across a variety of 
dimensions, including functional trust (how well the brand 
performs its task or service), relationship trust (how well 
the brand handles consumer interactions) and values-
based trust (how well the brand embraces sustainable and 
socially responsible practices). 

Just as the team began to analyze the data in early 
March, the country’s economy was put on pause and 
Canadians’ daily lives changed drastically in the wake of 
the pandemic. In response, the brand trust research team 
quickly mobilized a follow-up study to gauge any changes 
in consumer trust of brands that found themselves in the 
crosshairs of the pandemic, such as delivery services and 
hotels.

In both surveys, Canadian trust in consumer brands is 
on the decline. For some brands, such as Amazon, the drop 
in trust is starker, even as we find ourselves more reliant 
on its services during the pandemic. In 2019, Amazon 
dominated our specialty retailers category, scoring third 
among brands for delivering on their promises and fourth 
on customer concerns; but 2020 results have shown a 
sharp decrease in brand trust among consumers. In recent 
months, the company has faced its share of controversies, 
from questionable business practices to poor employee 
treatment and working conditions to concerns around 
privacy issues. And although consumers are placing orders 
for items in increased numbers since stay-at-home orders 
have left people with fewer options to acquire goods, 
Amazon’s trust score did not experience a resurgence in 
the second survey results. The research team will continue 
to monitor trust levels and is eager to see if the 2021 survey 

Mark consumers
down as skeptical

shows some trust recovery for Amazon in the future.
In some cases, entire sectors are facing distrust from 

Canadian consumers. From 2016-2018, the hotels category 
was the highest-ranked category in our study, but in the 
past two years we’ve seen a decline in trust in the industry. 
But don’t think it’s because consumers have transferred 
their love to the sharing economy: Airbnb reached a new 
low in consumer trust, ranking in our 2020 results with 
a whopping 17-point drop in its overall trust score and a 
negative values-based trust score. The hotel sector is one 
area that has unquestionably been hit hard by COVID-19, 
and, facing distrust from consumers prior to the pandemic, 
it is certainly an industry to watch, especially given 
customers’ new expectations and anxieties around cleaning 
and disinfecting shared spaces.

Trust 
Trajectory

In an ever-changing environment, one thing is certain: 
consumer skepticism is on the rise. Companies which are 
able to gain and retain consumer trust will thrive, while 
those unable to overcome this hurdle will face steep 
challenges ahead.

The full results and data analysis of this year’s surveys 
are now live at uvic.ca/gustavson/brandtrust. n

During Alumni Week this 
past February, Gustavson 
was proud to announce 
Sybil Verch, BCom ’97, is 
our Distinguished Alumni 
Award recipient. Verch, who 
has deep experience in the 
financial services industry, 
is EVP, head of private client 
solutions at Raymond James 
Ltd. In 2014, she founded 
a finance talk show, The 
Wealthy Life, of which she is 
executive producer and host. 

“I believe the secret to a 
great life is to find joy,” says 
Verch. “That means figuring 
out what you enjoy, what 
your natural talents are—
and everyone has natural 

talents—and spending your 
time there. I have the UVic 
business program to thank 
for being here today and 
living a life filled with joy. 
It was the mandatory co-op 
program that led me to a 
successful career in finance.”

Gustavson chose Verch 
as recipient of its alumni 
award in recognition of 
her longstanding spirit 
of philanthropy in her 
community, as well as her 
inspiring dedication to 
supporting young women 
entering the finance 
industry. Her support of 
Gustavson has touched 

Thanking our 2019 Gustavson Alumni Donors
Our heartfelt thanks to all our donors for making innovative business education a reality for our students. 

And a special shout-out to our alumni donors, both those listed here and those who prefer  to remain anonymous,  
for their contributions to UVic in 2019. Your generosity helps ensure today’s students 

have an experience every bit as meaningful as your own.

www.uvic.ca/gustavson/giving   |   bizalum@uvic.ca

♥ Lance Abercrombie, BCom ’94
♥ Saare Adams, BCom ’06
♥ Glen Allen, BA ‘89,  

Dipl ‘91, MBA ‘01 
♥ Gurjot Athwal, BCom ’17
♥ Jasleen Aujla, BCom ’12
♥ Michael Austin, BCom ’00 
♥ Scott Bain, BCom ’07
♥ Sara Bendall, BCom ’11
♥ Alvin Boota, MBA ’08 
♥ Nicole Boulet, BCom ’03
♥ Marcus Brandt, BCom ’08
♥ Lindsay Brookes,  

BCom ‘15, MPH ‘18
♥ Peter Bruynzeel, BCom ’96
♥ Jill Carruthers, BSc ‘08, MBA ‘16 
♥ Hao Chang, MBA ’10
♥ Paul Cheng, MBA ’01
♥ Marilyn Copes, MBA ’99 
♥ Tara Corcoran, BCom ’97 

♥ Robert Crisp, MBA ’04
♥ James Derpak, BCom ’04
♥ David Eckman, BCom ’96 
♥ Melissa Fahlman, MBA ’09
♥ Nick French, BCom ’13
♥ Tara Geach, BCom ’04
♥ Mike Glover, BCom ’11
♥ Jubal Gordon, BCom ’01
♥ Salona Gounden, BCom ’13
♥ Chris Green, BCom ’00
♥ John Hall, BCom ’03
♥ Caroline Harrell, BCom ’18
♥ Donald Hinz, MBA ’98
♥ Michael Hurrell, BCom ’05
♥ Sam Jeffery, BCom ’00
♥ Andrea Jones, BCom ’17
♥ Jason Kang, BCom ’14
♥ Joanne Ko, BCom ’03
♥ Brent Kokoskin, MBA ’99 

& Veronica Winkler, BCom ’98 

♥ Chelsea Kutyn, BCom ’16
♥ Maria Lauridsen, BEd ’88,  

 MBA ’01
♥ Hilde Lensing, MBA ’01
♥ Judy Li, BCom ’18
♥ Kelly Loudoun, MBA ’15
♥ Sang-Kiet Ly, BCom ’99
♥ Isobel Mackenzie, BA ‘87, MBA ‘97 
♥ Mia Maki, MBA ’99
♥ Duncan Milne, BCom ’10
♥ Carli Moncrieff, BCom ’15
♥ Matthew Ness, BCom ’00 
♥ Siong Ng, MBA ’04 
♥ Mark Petch, BCom ’00 
♥ May Phung, BCom ’00 
♥ Howard Plato, MBA ’02 
♥ Chantal Orr, BCom ’10 
♥ Sorin Pop, MASc ‘96, MBA ‘06
♥ Adam Pressacco, BCom ’09
♥ Benjamin Roberts, BCom ’18

♥ Karl Robertson, BCom ’15
♥ Matthuw Ronald-Jones,  

BCom ’99  
♥ Gabriel Rose, BCom ’05 
♥ Matthew Rostad, BCom ’15
♥ Thomas Scurfield, BCom ’14
♥ Grant Shapka, BCom ’17
♥ Bryce Shoemaker, BCom ’11
♥ Nathaniel Slee, BCom ’00 
♥ Charlene Smith, BCom ’17
♥ Bruno St. Pierre, MBA ’96 
♥ Wendy Tan, MBA ’94
♥ Mary-Anne Teo, BSc ‘87, MBA ‘99
♥ James Toy, MGB ’16
♥ Femi Tunde-Oladepo, BCom ’18
♥ Steven Vanagas, MBA ’01
♥ Pei Wang, BCom ’08
♥ Rolf Warburton,  

BCom ‘97, JD ‘04
♥ Nicole Wassink, BEd ‘93, MBA ‘99 

♥ Amanda Wright, BSc ’01, MBA ’07
♥ Qiusheng Zhang, MGB ’14

Leadership Giving Donors:
♥ Evelyn Adu-Febiri, BCom ’04
♥ Steve Anderson-Macdonald, 

BCom ’01
♥ Tina Belcourt, MBA ’09 
♥ Anatolijus Fouracre, BCom ’00
♥ Jeffrey Harris, MBA ’95 &  

 Lisa Harris, BA ’91
♥ David Jiang, MBA ’04
♥ Alexandra Marchuk, BCom ’12
♥ Kirti Shetty, MBA ’08
♥ Michaela Tokarski, MBA ’01
♥ Dino Verbrugge, BCom ’98
♥ Sybil Verch, BCom ’97
♥ Jane Zhu, MBA ’06

hundreds of students in 
the BCom program over 
the years, whether they’ve 
encountered Verch as a 

guest speaker or mentor, or 
as recipients of the annual 
Sybil Verch Woman in 
Business Award. n
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Distinguished Alumni  
Award Winner: Sybil Verch
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Gustavson Dean Saul Klein, left, with Sybil Verch.

by Krista Boehnert


