
Outline for Presentation  

1. What is Trust? 

2. Consolidation and How this Idea Started 

3. Fear 

4. Trust 

5. Suggestions for Building Trust in your 
Organization 
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Materials we will Give You  
Access to  Later Today 

 

ÅBibliography of sources 

ÅCopy of PowerPoint 

 

6/30/11 



Part 1:  What is Trust 
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What is Trust? 

Reliance: confidence in good qualities, especially 
fairness, truth, honor, or ability 

Position of obligation: the position of somebody 
who is expected by others to behave responsibly 
or honorably 

Hope for future: hopeful reliance on what will 
happen in the future 

 



Trust is all about Relationships! 
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Trust is conditional and fragile. 
-Dr. Roger Clarke 
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Trust, NOT MONEY, is the currency of 
any organization.  
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Why is Trust Important? 

   In effective organizations, top 
leaders are able to gain faster 
results, build  deeper relationships, 
and create stronger bottom lines (or 
service excellence) when they have 
developed the TRUST EDGE. 

-David Horsager  



Levels of Trust  

6/30/11 

Sub-basement Level of Trust 

Basement Level of Trust 

1st Level of Trust 

2nd  
Level  

of Trust You may speak for and represent me. 

I only trust you when I can see you. 

Street light theory of trust. 

Trust has been destroyed and 
rebuilding. 

Source: Dr. Linda M. Johnson 



Trust, care, and help! 



Character and Competence 
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Communication Expectations of Trust 
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EXPECTATION 

ACTUAL 

Trust is measured by how 
close the actual product and 
the expected product match. 

Ted Gurr ós Theory 



Part 2:  Consolidation  
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Trust and Consolidation  

ÅTrust impacts us 24/7, 365 days a year 

Å83% of mergers / acquisitions / consolidations 
fail because of issues related to people and 
cultural differences 

Å50% of mergers / acquisitions / consolidations 
actually destroy organizational value  

ÅThe first casualty in a merger / acquisition / 
consolidation is trust 
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Trust and Emotions 
 
 

 

Acknowledge that work is stressful and 
emotions will be high at times. 

Realize that if someone is communicating with 
high emotions they do not feel understood. 



Part 3: Fear and Anxiety 
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Fear-An intense emotion aroused by the detection 
of an imminent threat and which triggers a set of 
physiological changes. 

 

Anxiety-An intense emotion aroused by a 
potential threat which triggers a more intense 
response than is warranted. 
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DEFINITIONS 
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For the purposes of this presentation 
FEAR and ANXIETY are considered 
approximately equal. 

They are two sides of the same coin. 

Both rev up  the body and mind for... 
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Fight Flight 
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Some typical stressors that create 
ANXIETY and FEAR. 
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Conflicts with Co-workers    Unprepared for the job 

 

Negative work atmosphere    Family Issues 

 

Chemical Dependencies    Unreliable transportation 

 

Lay-off / job cuts rumors    Lack of recognition 

 

Gossip        Favoritism 

 

Inadequate Physical Surroundings  Workload  

 

   



!ƴŘ Ƴƻǎǘ ƻŦ ŀƭƭΧ 

 

 

FEAR OF THE UNKNOWN 
 

άtŜƻǇƭŜ Řƻ ƴƻǘ ǎƛƳǇƭȅ ǊŜǎƛǎǘ ƻǊ ǊŜƧŜŎǘ ŎƘŀƴƎŜτ 

tƘŜȅ ǊŜǎƛǎǘ ǘƘŜ ¦bYh²bΦέ 

  ~ Shifting Fears, Guiliano and Carillo 
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Stress and Fear are 
Cumulative 



The Downward Spiral 
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FEAR & MISTRUST 

Perceived 
threat to 
self / family 

ñI quit, but forgot 
to tell youò 

Withdrawal 

Suspicion,  
rumination, 
paranoia 

Depression 

Anger 

Fatigue 
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Trust Tax 

   When people or organizations step 

into a new role, they can also walk 
into a situation where there is a 
trust issue already in place and you 
now have to address that issue.  
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Types of Low Trust Taxes 

Å Redundancy 

Å Bureaucracy 

Å Politics 

Å Disengagement 

Å Churn (turnover of patrons or stakeholders) 

Å Fraud (dishonesty, sabotage, obstruction, deception, 
disruption) 
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W. Edwards Deming 
 

14 Points of Management 

Point 8: Leaders have an obligation to 
drive out fear out of the 
organization, so that everyone may 
work effectively for the company. 
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Part 4:  Trust 
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Low / Lack of Trust 

Å Low trust is the greatest cost in any  
organization. 

Å Regardless of reason (unethical behavior 
or fear) low trust creates: 

  hidden agendas, politics, interpersonal 
 conflict, interdepartmental rivalries,       
 win-lose thinking, defensive and    
 protective communication 



The 8 Pillars of Trust  
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