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 Creating new possibilities for you and your business….

Understanding and Building Trust Tip Sheet

What is Trust?

· The Merriam Webster dictionary defines trust as the “assured reliance on the character, ability, strength, or truth of someone or something.”  Trust is a key to any effective relationship, including work relationships. Whenever there is interdependency between individuals, there is typically a need for trust. 

· When someone trusts you, they believe that they can rely on you and that you will act benevolently towards them.  What does trust look like?  When someone trusts you they are typically more willing to:

· Take actions that you recommend – follow your lead

· Communicate concerns and opinions

· Accept some vulnerability

· Take informed risks and innovate

· Work collaboratively – seek your input, keep you informed, help you 

· In each of your work relationships, at any point in time, the other person has a certain degree of trust in you.  The higher trust the stronger and more productive relationships are likely to be. The actions that you take can increase or lower your personal trust levels.

What determines the level of trust others have in you?

· Trust is based on perceptions and interpretations
· This is not always fair.  Sometimes someone’s perceptions are not an accurate reflection of your intentions.

· You can’t “control” it, but you can “affect” it through your actions.  While you can’t make someone trust you, you can take actions that are more likely to promote a sense of trust.


· Your personal trust score is influenced by the other person’s perceptions of your:

· Ability – Does he/she think you are capable of “delivering” on your commitments or meeting his/her expectations?

· Integrity – Does he/she think that your principles/values are acceptable? 

· Intent – Does he/she believe that you will look out for his/her interests and needs?

How Can I Build Trust?

It’s not all bad there are things you can do as well as things you can avoid doing to increase levels of trust.

· Look for signs that may indicate how much the person trusts you.  For example, are they seeking your input?  Communicating their concerns and opinions to you?  Do they offer to help you? These are all positive signs.  Do they only do these things when they have to or when there are negative consequences for not doing so? If so, that is a negative sign.  

· As you interact with someone, try to put yourself in their shoes.  Advice you have probably heard before and not something we find ourselves doing very often.  It is easy to assume that they understand your intentions, but it is not always that simple.  If you are trying to build trust, it can be helpful to ask yourself, how else could they perceive what I’m saying or doing?  How might their perceptions or interpretations be different than my intentions?

· Avoid making commitments that you may not be able to keep.  This is a classic.  We often believe we can build trust or loyalty of just ‘be liked’ when we say ‘yes’.  However if we cannot follow through or deliver on the commitment, regardless of whether it was ‘our fault’ or not it can really backfire and have the exact opposite effect of what you were going for.  It is better to say that you will “look into” a problem, or that you’ll “get back to them” (be sure to commit to a time when you will so this does not become an empty promise) than to say you will fix it, especially when it might be outside your control to do so.

· If you do something wrong, apologize and take responsibility for it.  Explain your intentions going forward and live up to the new expectations you’ve established.  Everyone makes mistakes...the difference is what you do when you’ve made one.

“The leaders who work most effectively, it seems to me, never say "I." And that's not because they have trained themselves not to say "I." They don't think "I." They think "we"; they think "team." They understand their job to be to make the team function. They accept responsibility and don't sidestep it, but "we" gets the credit. This is what creates trust, what enables you to get the task done.” ~ Peter Drucker
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