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gth, ability, surety, etc.,
rson or thing,; confidence.

Definitions of trust
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t is the cost of low trust in ou
ic sector environments?

Business Case for Trust



at an all time low in the US; largest single year drop
% report the trust all “businesses” less
38% trust overall (that organization will do the right thing)
No difference for age groups

o Trust in government at an all time low
2008: 39%
2009: 30%

o Source of information
Traditional sources: 25%
Employees: 40%

Current state
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Thoughts: Why so low?
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e Trust starts internally

e Culture of candor and
transparency promotes
internal trust

e Leads to greater
understanding and retention

e Maintains belief in the future
and in the team

e Undergirds action and
communication in a crisis

e Built between managers and
their teams

e Built between support
departments and their
customers

Culture and Trust



* developed by The Bader Group

What earns your trust?




Reina Trust Institute, 2007

3 different kinds of trust




e Trust is reciprocal
- Give it to get it

e Trust is built over time
- Know when there is a betrayal

- Respond with appropriate attention
and affect

 Leaders set the stage for trust

- Leaders have primary responsibility
for rebuilding trust

- Reminder: Biggest impact on trust
and performance is trust in leader

e Trust is also individually defined

Overall: Behaviors
that build trust



ers needs, actions, e

In general, leaders behaviors are
more scrutinized by employees

e In difficult times and times of
change, these dynamics are
heightened
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Betrayals happen along a two factors
Minor ==  major

Unintentional === intentional
Examples:

WITH Sabotage Gossiping; backbiting
INTENT Withholding key information Credit for another’s work

WITHOUT RENiE Arriving late
INTENT Restructuring Not keeping agreements

Betrayal continuum



experience of loss and betray

eak realistically and optimistically
Pace change
e Give it time; slow down before moving on

Healing from Betrayal
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