
v

Contents

Preface xiii

 Part One: Introducing the Trust Model 1

 1. Organizational Trust: What Does It Mean? 
Why Does It Matter? 3

The High Cost of Distrust 5

Myths About Trust 11

Describing Trust 12

Continuums of Organizational Trust 16

Trust and Organizational Excellence 20

Trust Is the Main Thing 23

Trust Traditions—The Decision to Trust 23

Chapter Lessons in Trust 24

 2. The Organizational Trust Model 25
A Research-Based Model 26

Dimension One: Competence 29

Dimension Two: Openness and Honesty 31

Dimension Three: Concern for Employees/Stakeholders 34

Dimension Four: Reliability 36

Dimension Five: Identifi cation 39

Trust and Job Satisfaction and Effectiveness 42

Chapter Lessons in Trust 44

v

ftoc.indd   vftoc.indd   v 2/1/10   3:34:45 PM2/1/10   3:34:45 PM

CO
PYRIG

HTED
 M

ATERIA
L

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



 Part Two: Understanding the Five 
                                Dimensions of Trust 45

 3. Trust and Organizational Competency 47
The Competent Organization 47

Trust in Competence 56

Distrust in Competence 58

Building Trust in Competence 62

Strategies for Building Trust in Competence 64

Trust in Action: A View from Europe 74

Chapter Lessons in Trust 76

 4. Trust and Openness and Honesty 77
The Open and Honest Organization 77

Trust in Openness and Honesty 81

Distrust in Openness and Honesty 83

Building Trust in Openness and Honesty 90

Strategies for Building Trust in Openness and Honesty 92

Trust in Action: The Intelligence Community Story 101

Chapter Lessons in Trust 104

 5. Trust and Concern for Stakeholders 105
The Concerned for Stakeholders Organization 105

Trust in Concern for Stakeholders 108

Distrust in Concern for Stakeholders 112

Building Trust in Concern for Stakeholders 118

Strategies for Building Trust in Concern for 

 Stakeholders 119

Trust in Action: Living by the Little Yellow Book 

 at CH2M HILL 124

Chapter Lessons in Trust 126

 6. Trust and Organizational Reliability 127
The Reliable Organization 127

Trust in Reliability 128

Distrust in Reliability 129

vi  CONTENTS

ftoc.indd   viftoc.indd   vi 2/1/10   3:34:46 PM2/1/10   3:34:46 PM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



CONTENTS   vii

Building Trust in Reliability 134

Strategies for Building Trust in Reliability 134

Trust in Action: Achieving Customer Service 

 Excellence at USAA 143

Chapter Lessons in Trust 147

 7. Trust and Organizational Identifi cation 149
The Strong Identifi cation Organization 149

Trust in Identifi cation 152

Distrust in Identifi cation 157

Building Trust for Identifi cation 159

Strategies for Building Trust in Identifi cation 160

Trust in Action: Building a Lasting Culture at IKEA 164

Chapter Lessons in Trust 167

 Part Three: Creating Trust 
                              in Your Organization 169

 8. Facing the Challenges: Trust as Bond and Stimulant 171
Identifying the Challenges 171

Trust and Globalization 175

Trust and the Virtual Organization 183

Trust and Innovation, Creativity, and Risk 185

Trust and Confl ict/Crisis 191

Trust and the Future 196

Chapter Lessons in Trust 199

 9. Building Trust 201
Understanding Distrust 201

Overcoming Distrust 204

Profi ling Organizational Trust 208

Identifying Productivity Measures for Trust Monitoring 209

Policies and Procedure Review 211

Aligning Vision, Strategic Direction, Operations, and Trust 212

Education for Leaders, Supervisors, Teams, Virtual 

 Environments, and Individual Contributors 213

ftoc.indd   viiftoc.indd   vii 2/1/10   3:34:46 PM2/1/10   3:34:46 PM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



viii  CONTENTS

Developing a Communication Strategy 213

Final Thoughts: Trust Is the Main Thing 215

Endnotes 217

Acknowledgements 239

About the Authors 241

Index 245

About the International Association of Business 
Communicators 255

ftoc.indd   viiiftoc.indd   viii 2/1/10   3:34:46 PM2/1/10   3:34:46 PM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



ix

Contents of the CD

The Organizational Trust Index (OTI) 

Analyzing Your Organization’s Results from the Organizational 

Trust Index 

Form 1: Analyzing Organizational Results, Areas of Strength

Form 2: Analyzing Organizational Results, Areas of 

Improvement

Form 3: Analyzing Organizational Results, Areas of Strength for 

Reinforcement

Form 4:  Analyzing Organizational Results, Areas for 

Improvement

Scoring Instrument for the Organization Trust Index

A Facilitation Approach for Comprehensive Improvement of 

Organizational Trust 

Sample Educational Outlines for Building High Trust 

Organizations 

ftoc.indd   ixftoc.indd   ix 2/1/10   3:34:46 PM2/1/10   3:34:46 PM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



ftoc.indd   xftoc.indd   x 2/1/10   3:34:47 PM2/1/10   3:34:47 PM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om


