The Business Value of Trust
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Trust is a fundamental requirement for innovation, growth, and the A13
success of an organization

More than just a fuzzy, intangible
concept, trust is the foundation of an
effective team or a strong organization.
Without it, communication breaks down
and commitment falters, but building

trust in an organization is easy to
achieve. Evaluating the current level of
trust will provide a launch pad for open
/ and honest communication about trust
in your workplace.
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How important is frust in the workplace?2
Though it may appear fuzzy and intangible
at first glance, frust is much more than
something to make us feel good about our
work environment.

Its benefits may not be immediately obvious,
but trust makes a big impact on
productivity, waste and financial
performance. Perhaps the best thing about
trust is that once awareness is raised, it is one
of the easiest workplace issues to improve.
In many cases, awareness itself is half the

solution.

Trust Counts

In his book, The Five Dysfunctions of a Team,
Patrick Lencioni describes trust as the
foundation for any team'’s ability to achieve
results. Without it, honest dialogue and
debate will not take place. That lack of
communication will lead o non-consensus
decisions and inhibit frue commitment from
all feam members. Without commitment,

accountability sinks, producing poor results.

In a large company, trust may be called
politics. In a small business it may be
considered a personality conflict. However
it's labeled, an organization with low-trust
issues will pay a big price.

Stephen M. R. Covey’s book, The Speed of
Trust, introduces the concept of frust faxes—
the price companies pay for low frust. It
only takes a scratch along the surface to
see how deeply trust can affect an
organization. There is certainly a price paid
for frust issues that go unresolved. It can be
found in the wasted energy of working
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around a team member or the lack of
commitment because of a fear to speak-
up. Low frust can even hinder innovation
when ideas are not openly shared and
tested.

The Components of Trust
Trust is made up of two essential ingredients:
frust in motive and trust in competence.

First, motive plays a significant role in any
trust relationship. If | ask, “Do you trust me?2”
your initial thoughts may revolve around my
integrity or motive. If you believe my
motives are selfish, the working relationship
will be stunted. This will in tfurn shut down
communication and negatively impact
performance.

But trust in your feammate’s motives is only
half of the equation. The other half of the
frust equation is competence—the ability to
achieve results. If we don’t have complete
frust in our co-worker’s ability to achieve
results, it is not a challenge to their
character. If you have ever had a teen
driver in your house, you may completely
frust their character, but still question their
skill fo drive on the freeway during rush hour.
If you trust someone’s motives but not their
ability to get the job done, there is still a
significant trust gap fo bridge.

Improved Trust, Better Results

The improvement of frust within an
organization is an ongoing process, not a
once-and-done event. There is no single
recipe for improving trust. It will take
different forms in different situations. Yet the
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number-one key to improved trust is
awareness of its importance. Ironically, it's
the organizations with low frust that don't
recognize its cost, and those with good frust
that constantly look for ways to make it
better.

Here are three easy steps fo bring
awareness to the trust issues within your
organization and how you might begin to
tackle them.

The first step is evaluation. A survey can be a
great way to start and give context to the
trust discussion. Find out where trust issues lie
and whether they are rooted in motive or
competence.

Second, get in the room and talk about it.
These types of issues will not resolve
themselves when ignored. Engage a
facilitator and start by talking about the trust
taxes in your company and why trust is
important. Show its relevance and connect
it to results.

When approaching these issues, particularly
in sensitive conflict situations, be sure to

frame the discussions around behaviors, not
personal traits. A skilled facilitator will set the

tone for a constructive conversation.

Third and finally, measure progress. Using
your initial survey as a baseline, continue to
probe for trust issues. Make it a regular part
of your team discussions and look for

continuous improvement.
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Take it Wherever You Go

With improvements internally, you can carry
the discussion into external arenas. Trust
should be equally as important in
relationships with business partners, suppliers
and customers. While trust may be good
internally, that doesn’'t mean your sales
team is accomplishing the same with your
customers — or vice versa.

In all areas of business, wherever
relationships exist, trust is a fundamental part
of success. While its cost may not be flashing
in neon, carefully consider the impact it
may be having on your performance. When
the impact of trust is weighed against the
relative ease of repair, it's a no-brainer to
take head-on.
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