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Steven Covey defines trust as confidence. “When you trust people you have confidence in them.” Trust increases the efficiency and effectiveness of an organization while distrust adds to the time and cost it takes to accomplish the essential work of a business or ministry. Covey calls this the economics of trust. When trust is high a company realizes a “trust dividend” – that is trust increases speed and lowers cost. When a ministry suffers from low trust it experiences a “trust tax” – that is lack of trust decreases speed and raises the cost. In the workplace we sometimes struggle with trust both from a management and from an employee point of view. There is a fear that trust is soft, it’s too risky, once trust is lost it can’t be restored, and so on. The reality is that trust builds and strengthens an organization while lack of trust eats away at community and productivity. 

Covey defines trust as having confidence in a person’s integrity and abilities. Both are 

essential. He defines mistrust as suspicion of a person’s integrity, agenda, capabilities, 

and/or track record. Suspicion in any one of these four areas will result in mistrust. 

Creating and maintaining trust develops on multiple levels. Each level builds upon the 

previous. There are five stages or waves of trust. The first level of trust is self-trust – 

being credible to yourself. It all rests on two basic questions 1) can I trust myself? and 2) Am I someone others can trust? 
There are four core areas which build and maintain self-trust: 

° Integrity – honesty, personal congruence, humility, and courage. 

° Intent – plan, purpose, motives; my agenda, the reasons I do what I do. 

° Capabilities – talents, attitudes, skills, knowledge, and style 

° Results – performance (past, present and future), this includes the way you achieve results.

The second level of trust is relational trust – demonstrating your word through your actions. It rests on making sure our words match your behavior. There are thirteen behaviors where word and action must match: 

1) Straight Talk – Be honest. Tell the truth. Let people know where you stand. 

2) Demonstrate Respect – Genuinely care for others. Show you care. Respect the dignity of every person and every role.
 

3) Create Transparency – Tell the truth in a way that people can verify. Get real and genuine 

4) Right Wrongs – Make things right when you’re wrong. Apologize quickly. Make restitution where possible. 

5) Show Loyalty – Give credit freely. Acknowledge the contributions of others. Speak about people as if they were present. 

6) Deliver Results –Establish a track record of results. Get the right things done. 

Make things happen. 
7) Get Better – Continuously improve. Increase your capabilities. Be a constant 

learner. 
8) Confront reality – Address tough stuff directly. Acknowledge the unsaid. Lead 

out courageously in conversation. 
9) Clarify Expectations – Disclose and reveal expectations. Discuss them. 

Validate them. Don’t’ violate expectations. 
10) Practice Accountability – Hold yourself accountable. Hold others accountable. 

Take responsibility for results. Don’t avoid or shirk responsibility. 
11) Listen First – Listen before your speak. Understand, Diagnose. Listen with your 

ears – and eyes and heart. 
12) Keep Commitments – Say what you’re going to do, the do what you say you’re 

going to do. Make commitments carefully and keep them. 

13) Extend Trust – Demonstrate a propensity to trust. Extend trust abundantly to 

those who have earned your trust. Extend it conditionally to those who are 

earning your trust. 

The last three waves of trust are about the stakeholder. These are organizational, market 

and societal trust. How do we create and maintain trust with internal stakeholders, external stakeholders, and then local and global society. These waves develop as an organization develops individuals who are consistent in the four cores and the thirteen behaviors and those individuals begin to change the culture of an organization. 

Trust within an organization is not fixed or static. It will ebb and flow based upon the congruence of each member of the organization and the practice of the thirteen behaviors which build relational trust. Broken trust can be rebuilt. People can become more trustworthy. Organizations can and will benefit from a higher level of trust among the members of the community. The speed and efficiency with which an organization or ministry will function is tied to the levels of trust experiences by all members of the group. We can pay either a trust tax or receive a trust dividend. The choice is ours. 

