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Trust i's a topic thaor dhaarsa bl aomnigb nblezernst vifoe | pa €
decamdemesdtwsli es have scrutini,zed obecamé¢ecef
withrganstiateomgahabattghpsatn)i ng our under st a
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recentsasdr eenp |l ggmente nmeas u rreesc, o ralhegda haf rhuasate t

defwicth | evels of trustomgahssabron | ow with

Wit hin thacdedleirmgonfg dd,reessétlen cas®tbedeobesdequenc
defsi i peopl e srkdand ppamamtitcféasi | i ng t a heeckabahedgg
ofvi der str wdtirn al tihes eenp . Dlyime ntt h & ®jli snt aoroguedns |
tbetter undar gflectid nishg t euet trust researc
sociol ogical and cr it imnceffounudrant |iagnelsy adorovde o tgoheey a
reductcihoarriascmh e ot h e ngrngreoredt @t s o Nl pt epas es ea mu
l evel,whitawhlycapt unéshboiwa mdeslaenvceel s f orces si mt

influence t hestkathenptnernpte todberngpd n iasnadt i on al | e

Tobri dge -mher m$ gagitftiecnt i on hasr bleenofgi vha Hr
Resodmuaoeti on, whi cbf st he ampltdymehnetarrtel ati o
demons htialhe edevel opmgani eabtiowmnmad tthreu sstp eicsi fiincfi
of he j,obbyrolnet erpersonal dyoaheggzmatiacnale!| 1 aat
Theyl so reveal dgsfuact uoerdlimameé sRa gtroodre sfsoro nidl
Par adoxidceaslpliyt e being nor-matl dehyg modoml 6t ed

rel aHRoss$ Afnfs i amraa)elt y tastulsé&iendd t hemsel ves sque

AARA



their confdoGitctait egbama|lm@ad dgfee 6T ha mipireaschesv
evidence to the regenhecHumas Bésouwmse pracf:
demonstratest that i nthepemdényt camdexthat trus:
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CHAPTER 1

I ntroducti on

Trust Research and Theory: the way for
Trust i s a per varsg avrea bpahteinboameanmoch ao ft opi ¢ t
of 1 ntoergeasntabtacscbhol ar s. Over the past thr

aut hors have explored t heedmed ndsedog/k whn c h
anlhet ween obwsainessadnakhng t r uosrtg aan itchaertoar gitno p
and an estadbiudhed ifnemanaecmemdi me stear T4
Moran and Hoy (2000), the beginnintg safs a
can be dated Backwhent eepli ai eal9sStudi es

proddoaedto the conviction that science ¢
suspicion created huntglee oQlsy daaanMme osededet b
resul ttemd19@03 attehe study of trust shifte
trytimgi nvtelse¢ i gaspi ci on of peiops tes tt dtwida rd

aut hor iBtyi eshree sle®a& sh,er s shifted their int
studyntodr per sonagldutr edlnaltyi sfnsdhmps he 1990s
fundambanhgks cin the uséen obfodieecthynomogeg

determined a radical surge of academic s
Subjteof studwgcDbDnoarmodosiogiaongays ascoence (Kr al
Tyl er,old9®éalaR98) .

Wi tbrganabasetsoeencd managemedit es eebpomglagt
an explosive growth intohéeé hpapoihibidade b e

an established .f iNeulnderoofusi advireesdtidegst t hnabveee d



ant ecedentasndcporooecse soshe @ a ms(sia.iermornganbabat i on
t r vasttt)e st innugmetr c utsh étetnes n t ckdonw eevre r despit
breadth and richndshse dfi ttema@aturesthase beam
di sappointing |l ackabvtfeconhefehcadi R2s1IH(; Se
McEvily an@O0TdrwidrcyEe | Reor,r one, & Zaheer, 2
Di et z and Den Har t,ofgor ( 2006 pt @ edgam gt e d
conceptualizations and dwiftibniint itohess laft etrr
consequence of the different perspective
who have investhidatyed tne tBeungigse st Bb@®9 9)h a
nature of a topic such avsertyrduasyt ,e xbpel laonnagtii
| edo a proliferation of approaches t o
connotatverms iinnty &de Trsuasgte oni gt ahhi bnsi bt & oanc. t
extremely complex and dynamic pheaemdnon
on a huge amomumiti offi. od tewni dence
Consequwerstphiptreo!| i foefr amircgamige es headmoiuan trus
i nt egr at iovreg atnhaesoarthgr snoatt o t toi red eudd es r(eksreaamecrh,e
1998 HEViy and Tor hawHealitmeadtid all Kk a nbofati on
measures curtroenthley ferrdamibé tepbkachededyt a
and unifited appbowathe expanding body of
enduring i mpacAtc coonr dtihneg |taot ctohaeh aaruetalp@rr 0,a c h
be rdgai be able to compare and synthesi
fi ndamnrgess dComoiepldienlees . ewnpi r h @amd n teivniudeedn cte
accumul ate at a r,eamiddriagediebatesemaboyea

haventdi twe go undressed.



Accordingtt a(@@mdblte wor k orgrmantaksasthamdees
tentdedf oclhhe iomt er paemrasioynsawn gl rewsetl ,i s det er
conduct and the character of tflbecusnadigvi d
the -ppgcbol ogi cal aspe@tss ofucdhuasaodmid sys er e
patdloi ttl e atdaregianaobna ttooo htehxet and t o how t
deel opment of trmaoembet ndeddeael de 4 wirtalium e
better accoeonntgdrméeb aowd eudbdontasinyehiss ( 2001
Rousseau and Fried, 2001), t herrgaraksa tbhieen
determinants efxttemast oamwhiach the conditi
independently affect the devel)lopment of
Asi det e owor ks odnen & aby yayl o p ¢shondgigaals a | per spe:
(Lewi Weiagndr t , 19897; Shamma’® ; ; F&€arne9afe
Wechsl efandlOwma@rrecent attemptsesigai flii nakn:
organabkbatdi mMageonan@d DawWisl, | il®MLY,;, &bl ;d P
al 2003; Si x )and hSorlgetiemr2p@ua ka toinsa ¢ n
filled by studidtsrrhusmhiickh thheewamlaplysaee a
or gandas actoiAosbeixett.z and Derexlipa raitmegldi( e 0Wi)t h
psychological tradition of steudcyo mtge xat padhfe
mani fesbatobnen trust arsesluanteido ntsoh ibpes fhual vley

anidmmune forgantabaextoni n which they are en

't I s thetdetsts nniu conf otfhiitseea o bmr @emtab at i on
truslti mig ed i n its abilitygtofrepuessgenwi

organscuwud itom a | ackr géanébatsioshoeXitettbhea |t



20)15have sdhggéestedpbakeeaneadsabhda@nrdi ti ca
mo vbleeyond tdh e u-anti edamoa e | and the psychol og
characteri zingusberama abfitcehrg nhadityésee pr obl en
of trust i n aobrsgtarnaadstaitabm nferxam (tKhremmer , 200
Whil e @ hreo edaubt s tdfataaird hwimdlo thie rsi gteil agd i o
worakrkeey fiarftloweshdeeivnegl op mewmt hef toosextual
need to be beGtéespreoandgadigefare e2x00mMp | e
t hiam abé &® he currentstecchomiat! griembedded
constirsauicnht sas perfornmarmdsiuabtdegid tt heafctd us e
many o6 amoamwd mbhbkawviod emsr guaintstsiant t meay hav
produced a working envi monee dte mazhdichg,h
unpredi cmabé ecamduci veSitnoi Idammé syt sfchioll ar s
reported that the empl oyment relationshi
precari oWMestweamtidhams satduen t o maj or chall
organabkbarieshructuandg, ndowasi agngressur e

efficient angs( GCofFheecptiirvoe asnedr vkiecsel er, 2000)

Many empl oyeetsodmmpypeanftai g cyni cal and |
or ganilsnadteieadns ug shwevrealpr ovi ded i n r eacent ye

of a breakdown o fb utsriusets ewigdamednrp mhulmea oiurss t
(Edel 8 0290,1 22,0 Resear c,h X0clkarei s, Mori art
20 1Bl ;e s\h i,t €2 HO8)emech of the ¢emdsent ol cbas
sthc declining | evel alfe f i rawu dpt e oapsl ea s rMicaorindsgeeqnue
anmgractices, f aiilnisntgheakdo s @ £ h me mskecadtgeed i s s u

within the employment relationship.



Fol | owoxng()d9r7dc omme ntdlaitmaokndr e sti Iséh ec aven ttelxat
of wor k ibsetanreder at anodo t he devcerl gpgmsesnat ioofr
The concept of trust cexnolous ihbves iefgudl Haw utnhde
psychol o dgeercgdn sokrathbeewmea utsheo riotughl y plenr meat «
ot her rwosrtd stheeetdsdawmdlaquead t i on afv eb dtehv ed o Icloencd

anidnt erper sondédbk Relestcebla%®) psuggesngd, co

trust Iin onsY omesfiammgmt he rti lwdr gdainadrag ii toy
settilhmestds instead to be deedwoindcempdad avihd
i nt egt age snhecitrev el psychol ogmnadnaalclrveeid oces s

organabkbaairobangement s.
Thfei oBjtect heet Pésherefonewt ghsdhede s@mpme nt

of trust i @mandméadywmarnk |l da ma émipodeaofind &t ave e n

-

ea( Blamber gerl,t 20r0c8g) ®esvyeed a emelatrich fr amewo
how trumoulcataldien € er per-9 oirfd lu elnewrd cbtys rtihset ice
of i nt etrrpeenr sébenta@mega na b a a-catso rwsd lolr ma gl a n
organabkbatfasemrd consemamnfgecnabatieadbuhes or
contekt fBActamswer i ng d uhes-tf. iid\h tatrree stehaer cnha i
factors influencing@rghei davebopmebhtusf a
and organi 2etihendah ¢lsédngealr espohHd atnad Cunrkrpae
(20866 7rfélrl a newr es atahoafth ttdrdmi df té tsdair aln & mu |l t i
| evel ana,l ywhisc ho feattradrsgtpe t fpe t i it vbea sperde d o ir
on a -&Giimgndsxi onal understanding of trust.
I n order tanelfhpidacilicyslithe omeddzrelcbp mecu

of trudtempltdiy ment ,dredvaitngnemi phe cl assi



British industrial $ 0 cwi hool soeg it iader, ke Adprh 0 y e b
rel at wasshiegar ded asusstermianlal r ealBabtwigo ™ shsdc h
2014; Ackebshed@dm@ddurprisingly | ess infl ue
trust recr@armcdheastsiuadm es. 4 92.clidokkey contri b
| ®aiyn showimigrdgnamwabkbatembéddeaeidensihi tuuti onal

andow trust d@eamtcountedofromolctgasabact an
factors separat eM°y.l e(f2n0a0g5e)a da reda s RilbedbOehr5t)

recoghndisteedai t beoretical device whiich can

agency anaodrwygamsi ndtionala trust.

Il n order tmo crbad rdqg esgagicatftiecnt i on has been
Human Resource (HRH) mamgt isem.$ etaosfi ¢tsh eat
empl oyment .Llrietltalte oantsthampt i on has been pai
organi sational act oSeardtehNo?2 021tilB@ i ensa nlaa\e
investi gatredéxamphlaet, extent t he HR funct
organi sational actor s ,dagalnay wah ed ihgmi fHIRc gt
devel opment of trust relationships. The :
fill this gap by answerifiWpat heoblwmrdardsr &b
Resource function pl agr ganitdat ideervall otprme nt
extent is it perceived positivoely or neg:
So fraseavathte stmaind ldyawsniBdman resource man
HRMpbicies cdwermpn oy mé,et examil rei ng eithe
combi nat i onosr odi dptriangctta cpea s . Stfwdi ex ampV e

orn he i mpa@ptolofci dRMoSedrnrlustancyveMWsntener 2



199t hbgve anal pmedert atuisd g A auteima&Eb Inepp act
HRM policies andapakapeciklonm mm@cretail 2010 ;
Digsaknd Ferrin, 2E¥1dsirercst owiratt2di0e0tsd)o.nt ent
HRM policietshe aperwedilveads fairnessaweth w
centr al to e re eng paoriygeaensaosfat r o st Moy drh i anreds sD 4 v
1999 aetl.eak OHndpd )o.yees i nt erapstedd dtnh e@d e i pd lei
i ndi cat iovregamféss achoenommi t ment (Sk o waate.d,a It h@ 04 ;
Whitener, 2001).

However, aas(a80.kh)erhave receastl yeseggeht et
HRMractices is typacatiade sihaeg p(i &inZbE by,
whi ch emphasi ses congealsuusamd obadmamynmo
Unfortundoml gant hi anctional ipstecpedepe dteie
guestoamiengevelopmeginoThbppneadm tfercds
to neglect the plurality ofnitbhher esnpd ogn
relationship; or , in other woadgts, bdthvaden
employand empl nggeeStiehtead( 2015, em.t@ahe c omn
guestion of whose iIinter@gtissnatbdesenvedpr
preserved sinmply does not ari se
Managi ng -eenmppllooyyeere confl icting interests,
relationshapsruci al i SRS uper of foerd ¢t idooenegdiRsi il y n
bet wepmombangger s amidnteanrpd otye e(s@a&lhdkwe lalr,e =
chargedrbapniwsathi émndi ng satiesf abeodg maaod
both whrteeal so prdheyxtameg iin saiwnnieqgwreestpo

on trust dynamics i n t hbee sandpelso ybreeinntg rredr



commi tteedut bditmgusmodelnsg ofel amphhtoy onf ttenrey
paradoxically be involved 4dmddeshgnipma@c:
(Searl.€épr2ex@mphte downsi 2inmgg ,n efeirn aargc iaanld n
restrumtvwrlivigrg mo dmr ghhabvreg apnoi ssiatrt io dormesd | R a |
to the fore in performing a complex rol
management of policies that may signifi c:
Further morad sewea khagéesting at a significa
serviinceesecenwi ylraHR specialists trying to
organss@aUl onchhesel %8 )uctTuhaMecsh amges mMmiRg H
t he workforce, with a consequent back of
@ mpl oyee acCoanmspeiqgourent | vy, s odfeepi opyegs i e v enl
organisshacb®ons| ai n& dd e foit cpieetso pl € man age ment
i mplied by mutcrhl otf e rt datelercas,a(t vkt ¢ltithgeht o f

t he cr istadRI eadfsaddl e d( PmMmomepson, 2011) .

The | iterature <chapter i's divided into
overview of the empirical caganicoatiephn ala
anal ysing sBtscmaencbhempts, and avciatdael mi c
rodfe trust i n modern Wetshtee rlniéstoecrgaatauitdea b a b e
aldescri®esetvreu at advantages and differe

compr ehemrwii e awaiin ant e caendde notust,c opmecsc.e s s e

Section 2 discusses instead the document
sectors and the |l ack of its systematic a
inci pit f odi snmcouvsisnigo nt hoen some of the | i mi



|l iterature and on the need to simulamdeod
the organidcdwd itom adt p ewvar tTechxenphaastnt eoof t he cl
di scugsesaitser ol e and the infl uencxet oifn tthhee
devel opmentfiafewttshuet tscl alstsi ¢ i nsights of
soci ol ogist, Al ant Ire xwnfé¢ 49t7 4 Jdyyi nmnegmd tchseh @t
wihti n t he empl oyAnesretp arrealt agt |i Soenesnh idpe. bh & ehtee d
study of t rtuc hikeuima nr eR eastoi uor ihee chaptarnficatlyi o n
concludes by summarising the two maisgarch questions.

To investigatei nfhleu ematiennegf aetphtee ns o f trust
interpersonal and organizational l evel , 1
gualitative, contextually rich analysi s,
di mensi onal consltyuadoptTdhhecrcihtaipt &Ir fealsits
epi stemol ogical foundations, and it then
trust relations can be analysed within t|
The data fidndicngcdsiestaigntusfr megpm ms i nhéuenc
devel opmemt tohfe ttrwos ts el ect e dh cdhoorvg, a ndi ezsaptiitoen
| arge consenstuasncen otf het riumgfourh ot i drhien ge fd f
organi zations, research spamti a@air pasg swhma
guestitomeidr oomwn .| dhebk 065 bDeuosteyvertadifey ype
trmethani sms eopdpreartsimmngalat i nterpersonal,
Finally, thetichapodlereptreddé¢dathae oHu mame Rrec
f uncitni otnhe dewdoOpopgmensat sdimaw dtrilgeanidz at i on

HR stteadfd t o b eotpheerrc earvgeadnibzyat i onal me mber



The di scugsivimewshapmteerf i ndi ngs ofeséar the:
objectives, providing a broader <critical
raised in the Iliterature rFevrisetw yand t meatr
i mportancoer gafni zatirmntahe templt oy meriéh r el a-
identified mechanhemdewkril opmenti @®épereucst
and organi Bydkevehalpi hgv al.vawa roeurse kssot uartfcreash
organi sati omaloutidpm®sméers ci r c umsttraunscte sd yinna ma
and -tlrouws t dgsiamulct aneously coexi st wi t hi
Secondly, thethkdapodlelr etRi ssédt méfafe@a oMmei r c aj
buil ding and pr dimptsregbatiesdofr éerastonswa
i moth the soccroghafnirzmest,i oans Si ebert at al

nor mative HRM | iterature fails to acknowl
interest bet ween emwibyéebe ampl ewmiphbacty er e
HR practitioners really struggle to medi :
Finally, the consetl hiemprog t dlea @ thappe rr sepaef o ti ir vre
t hat combines the structurally infrluseance
rel atoobgeeyond the-ttyptcanhahyghs and the
prescrcihptriaccntserfi zti mg eonwrcthemt trust | itera:
trust toward HR staff within bothhashe or
suggested, t hat t he typical HR di | e mma
simultaneously endeavouring to be part of
2003) , can det etsmilneegia i mas gy ahd HR cri s
profesBoomemagrishl by dembdbhaytlrsahtiefst i ngt ot hteheat t

empl oyment trmheloatgilloeasdniupatnal yvissi sposshél e t



di fferent intereatsons aahmhatctndhomanti ahh

develsomsoufl tsit alulcy ui nfl uempoceactbhelasvi ours o



CHAPTER 2

Literature review

Section 1
211 TrheeWwr usdi et y

I n the past 30 years, the topic of trust
i norganakatsicarence andNunmeerloautse ds ofcihealVdess ci
hi ghlighted theocegahnalbabasft eixigprl ofr ianrgu ttithues tr
pl ays i n mn-camedstseersg amfakbiatiooper ati on, cCoo
con{ Kok mer, 1999)shahpenedsearchntdasst an
and often subtle benefits of trust and e
its coMsst Kuamer (2006) suggested, signi -
empiri tapmdetve have nbaerc daha b sysedam@| 1 99 8 ;
McEyet. al)2088d these have pushed the topi
organakbatheary and research.

|l ndeed, according to BachmaondanddEZahear s
of speci al Bjae i meatalna li;2s08dwldes i ( vy, Pe20 @& an
Roussetanladaddi t edomot umedr g ann iwddarn tkad@ Bn2
Kramer 320d04L£00Kr amelr9 9&nd LTaylee ra nldh @Bagec h ma r
erectadi daly burgdbmnisndgalsi taé¢ sat bbreeen f urth
sever al scholarly integofat @ ©@an aabnadtt irowrsi tt |

l'iterature ,(1@OKeadmamdl M99 es



Sever al i naerdepesndemtt & have coanterw but e
core concept of busi nessfmamalgeanse nan rest
Accor dBaaghmann and ZakReemt (20@6rasedecom
gl obal mar ket s, t he di sintegration of [
advanced communication t-baohpaboggptacdfoy:s
organihaati ahl Bbefenbhtheddqquaeertaeatdyfand
flexibility charmganse®atzomm madeyr nt he i nc
competition and r i sorngga nlaesvaealn-dafg att @l ad i ® m

relationships have made wofcaenotdaeirmt youan nie

ot héehe need for mor e flexibilimgrehave
coopematsiasvi-iam sht-er ganabatriedbmati ons. Conseql
contextwhich flexibility is treauilbedan amae c

more thanha&yebe aomdet i@wfal cdrtagmgan®s gt i on
Wi t htoruust uncertabnggnwoas dalpielrivaideg t he
of t heir e iotbieanesccahaothtavienve st i gata&ke yt r ust
organi zing prinoi rloeorfdarm al es itmessksheosh hd pr
i nsdrmdce ootganm&Bathmann eand 20&Be McEvViI Iy e
Leewi cki and Bunker (1996)chagged for me=s
organssaavenfavour ed drhga nfaokraraita koang eosf, nse
alliances, partnerships and jadonmp venvar e
advant age pilnacten.e Swmacrhk entew braghk essgpe 8 commuo e e r
away nioroehittrieaonal hi,e mavac i o&lt lwiba ke df ar |

or gansismtwthaginceht at ipdmmsyhiapsr i ti cal rol e.



More receertl pn(dBaéabalggested thdependeraype
witbrganstshatowgh f | att ebrashide rsarrcuhciteusr,e taen:
contracting heoguee stn hfamnrc etdr u shteMcrE Veaatt. yaoln s h i
(20pPpBepviewrusueyd t hat t haeabteonmepal off e d trwrse
sever al congempbadopsmsc h aasl Isitarnacteesg,i cdi s |
groupand knowétesgzes saAcCoorgda imtghtdrrauss,tt ha s
rel evant ormlaemi 2 ihmag pvrair m @wnhtesn eagcetnosrisd e a B &
simultaneous,)andd & pé¢ maeheea bal cetnitoon © f amd hee ci. s
Lamend BadqhmaémBpboggested thad4 nmensi Eaowl e
and more -bafkednfambpdremdouct i omodleanaciel ieziyr
made trust a highly desir aabnlde ap rvoaplruiaebtlye
capitalrgdmsréat ioadrher aut homoswl!l eadwwee aregqiea
devel ommentsharing degendonmi t mmpt oy eceol |
t eamwor ksanafddhe 8@ momhyi ch mutauaclr ittriucsatl ipsr ec
(Bromiley and Cummi Ghbeshab95198B8hapilTher af
are required to improve their knowl edge
empl dtyrrests.i mdelrayr | y, reviewing recent tre
indewvwi si onal r-el amiomm¢$ adédidd er n{ @Oh0ale) al sc
should expect a gselnewl edbgeabeeomepstinst
i n our .fecoarodnyn,di wd usdl armnstitutional for
consequenwre qgufeltyheffective properties o

knowl-iedtgeensi v.e activities



Furt hermore, absbeat sempt ad s tnoew ecgoirtei miszseu
organakbathenry and management research o
consi stent meohragminamk attd anwepsoratnd dsevel op
volatile economy than hierarchiscabegmwe:
promomedad®dci al iiebcehsgimdiasane andi rmud maoern tty
make the transactiomplebst aafpmeadtlys naned
Bromil ey, 1996 ; Ri ngP° lainertiVend 20 6 4 Viemeaxtpl @9 .
t odsmy ganakatbmpetitiveness in the market
by a mix of f | exnidbilleiatryn,i ncgo, o pnehrigcahn &ikna tti uorn
openness both structurally and Gwnigshd grye g a
several researchers and practitioners hay
to reduce soci al uncerena bnltiyn ga nnda nvauglenr esr a
organababpemdesud ti mat el ¥y ncdrhp &t irt@mgeende s s
Mi | es s(ulgg%®6s)t ed t hat trusat emmgyr kg a@oubdheto e d
to the odmdemgomi@t lotheast ncreasingly been vi e
for superior performance and competitive
Whi | es og hleaivar strepersabhe FTod@8sodnadomy,st
arguing that while in the 198&0gamiaslatwas
t hecamarnfd some scholars saw this cal®Yadry a
-today we may be | iving in abdirnug td espen cest

the phenomena of trust (Bachmann and Zah:¢

M p



212Thedvaant ages of trust

The rise of trustrgasabamapgefalredotcsu sa cocfu mu
evidehcehe substanti al a nodr gwwanrsisead ido @ rheefi i
members (Krlameéeed, 999 ndracawsr exah olhaarts t r u s
highly benefici adr ¢ ean stshéetr @ oushace | ©Cnli quugi totf,
& L eRiOOe7,; nOdi rFkesr ra n, 2001 de0o02)ranedt hey
directoygandeapeohor mance, as wellbyas 1 nc
fostering detsnataldl beWwagakdua sco@pern datuides ¢
A vastntamdu reseamphadidshee albemefi trs of t
organabkbatriebmati opahi per shic hEoasr e xaa mhlaen,c els
|l evel s of trust have been dboeumde etno bfuad inl
par tWiellsi g ms, 200 3; Carnevale and Wechsl ¢
operationf ofnongfaweslig@gMi bes & PGweéd,t 19998)
has al so been suggested that ofmakwlt e drpek e s
generationbgneéenbhacing, knowl-edgan&katianig
net wor ks NoDweeak agnddaO&h)owaeredgeé communitie
Duguid, 1991). However, thié$ thpe othesese
focaasnst aandoragnanabk atdtoldde v eil o p mernetl aotfi otnrsuhsit

bet weregpanabkbaadacbar s belormgamigs dtoi drhe s ame

As Kramer (1999amndegsaonbkheé,epthiwergmo i ti ve
trust have been discussed primarily on th
organssa?ionncreasing spomdgamekarme aoer a;bi

facilamppirogri ate f oomgarhdlideawetrearciet iteos .



review of the |iteraturessp®nmikisgahd Yeanrn
commenhhaett trust research has either expl
on out comess uocfh ianst ecroensntuonnifclaitcito nmanage men
process, ,smd ipdraican mmhcéas focused on tr
moder atowopnk athetudes, plenr cseypa b onc erra rbie
creates and enhancescobpercanidgenf ommghede
more positive attitudes and perceptions
Trust has been cited as necesesganyaldatri an
advantage HBmag@®yg) Bbndor enhapei agih®erupapmor
i mpr ovenerndi mdadt icon mechani sms (Rookas 200
wi tdn mqansWWaltliioamson, 1993; Creed and Mil e
processes by producing a work atmosphere
(Das and Landa, 199@®N g aannzk aitromawati ivee ntes
creat iNeawmedsls & Swahddi2t0i0O@®@nal 'y, it has al
facilitates the rapid formation of ad h
(Meyer sWwen ck, 1®9KHarmearc,il it ates tihoe mo pdr a't
organss adtMacdir€s eed PLOWeIl;l , i1 t19pOPmMoOt es kno
devel opment across teams (McDermgantsaldd
(Col I'i Bmi alh dHu2e0nde6r;, Von Kr o;ghMc N&e iNsohorsg n dl 9
2018nd it i ncul cates aacrcgegnabatu banaor idteyf e
and Deghey6

On an individual l evel, hi ¢hp etcaidivgacn thaagse sa
i n motiinwditvindgual s t o work towardccgbheécst

Tyl md Begoey, 19 9t6o, pvri osnhortae, dli9s9cbr)et i onar y



e X trrod e activities, c o rotr ggxatnuaat la t Qpicetrri f zoer nnsar
Behavi ono s s KPy gah 1994, Mc Al Ifi fttem,a sl 92D,0
wel toasti mul at e mygmpg Wh g &.eladldaBudthodnior wi | | i ng
to shalreddgenowi th col |l PababayéeéAndonewy. ard)]
haasl been f oturnus tt haaitgni f-rebhat ég af fagtttsdes o
upon job ®ariksf amnmtdi ofher(ri n, 200 2; Yang a
or ganakatmidnhe yeete( aR 002 ;Talhan 20nM&d@ hr Pielslha&ii m

& Williams, 1999).

213 Tdief f erent conceptualidiizatiiponshaocfy tv

Soci al science disciplines such as econ
appeared united on the i mportance of tru
1995) and haveaptombtedngesabsdi scourses
di fferent perspectives. Such different aj
organakbascoepnces. As Bingley amdiRadride c
origins of trraumsgi nagn da piptesalwiadse a soci al S
determined 1 ts agsamnyqalakla sveothemecteasmanTof i
conceptuadeedmsvetrcsiteg | argely a consequen
perspectivest earestrse sodartchho sien schol ars who
rather than of the inherent features of
Unfortunatel yschodimawesoft at hkede past, rat her
(Korczynski, 28000y, thaeacilprappemaof trust
di sciplinary | ens and filters. Striving

researcher dabéamwed trust in a variety of

My



abstracaoaiohoagtdr ogeeydzhtahvaet t r ust may occl

l evel s and i nvol ves a nutmbey mdvedivdry
concentrated only on a single |level, or
considered as essenthal for their respecHt

Sonmechol ars have attempted to britnrgusttoge!f

| it erbayt useggesting typol ogi cal syst ems
interdisciplinary research on the subjec
(1979 )wi c ki and Bunker ,(flo%9 5e xfatmpfl ee)basug

categories (or traditions) to encapsul at
Researchers from each category have dist
focusing oo coveerrdyi tsipecercs ftihat promote the e
of trusftf.erT hierysi ghts for undergaasbdyahgohnt
focusing on danhékyemer stoymaelrsi fefst e d beha

under |l ysppgchotbgical oprganasacdonenxd t he

The dispositional tradition

Thfeirst category includes the werkodahetk
t heappyr cmaveehs,t what heigndiomedual s tend to tru
ot her s. These scholars have cohinceediutail oz
ori entl@at oins deeplgnaloiotydofi nBRBathedpeoisvi
WorchelJ. BO7B)thesel 1OBO ) f i r st schol ar t
construct @s aat tpreirbsuotnea | iatsysumi ng t he exi s
a particular individual that predispose [

described thascantepr|l gigenebiéi zetdh etk pe c



the statements of others can be relied
According to the author, i ndividual s de\
depending on etxipeirn epeaed wmmall socisaltilzeastd o1
expectancies are generalized from one soc
the form of a relatively stable personal
albeen referredewdt hpashtblfeknmamerotrr s 9)

prope(nwaiyteyr, Davis, & Schoor man, 1995) .

Fbl owi ngs Rwitdeelryedr eacnodgnaeknowl edged wWor k
researchéermtitbanpeed to measur e torputsitngasa a
number of psychometric scale techniques.
based research, they have confirmed tha
gener alsppsietdi on (I @h nGeooes tyga md hswap , 1982;
192)n tlheir di | e mmas, g aHreea aglte u S oy a makhaorr kn (
demonstoantegadmpgl ¢ mbsghwpt pensity to tru
sensitive to signs of trustworthiness, W
more séeonsbBtpgme of betrayal .hdaérdd edaenoarei, b
how trust propensityo6hbceamavi obreencwi t hnd
propémnsidi yi dual s di spoagenagt moRatelddh adjue ot

199Br;ankhoddy, 1987) .

The behaviour al traditi on

The second category comprises the work
behaviour al psychol ogi st s, who have conc

or as an obmadeaby eanc hwkscartri o mala, redlacul a



(Cook, Yamagiesthial 20®Wé&s hiHme di n, 1993; Kram
individuals are motivated to make ration
gains or minimize expeecned thhssessdhmholmar.
on behaviour al maega d wmrbeogy adcforyr extpedumient s
Bohne#Zeakdauser, 2004, for a review see
have observed behtaerri @autrisonsn asn dnug fart @clt u rime
wi del y rderpil sisocndetirdae Amal rodd nve &t mesmttd games
(Ber g, Dickhaut , & McCabe, 1995) , wher e
accepted as an observadablne trhamsief esg tmautl iadre d
the "~ trustor  (the focal deci sion maker)
receiver of trust) in an interdependent

whet her to coopedmttendn omathd mbhe ytewost beée
inferred from the frequency and | evel of
As Flao8ielsomon (19%&)t bex moaitndd,ndament al

is the choice to cooperatld yordenaetr mi m edo d
some positivbreatenfi gemeFfammtbfsspeCcEp
behavi oursaalr emetahseu r mo st reliable proxy foc
anatlyas mani f e svhed elaessh aswibg lercs ;svat per cape
are coasniodésped oxi mati ons.

Howe,vert he behaviour al perspective has a
boundaries between trust and its outcomes
trust may bceo copmeer atea,s othhdroeorm® uwlly ad csop dr:

coul dswoacthuras t he mor al position that one



Therefore, di scerni ngbawhidc ha nlde hwahviicohu rasc ca

reagnomgstti | larmgasurement of trust beyond

Th®oepisoychol ogi cal traditi on

The third category c o noprrgi asneasskant dh e B v ir &
psychobdowdgistasrentl|ly represents the prevai
reseanclgaamd asi ode e.s,al(@Skawiltehi n this trad
have studietdddca,stdiimectacient er pertsioe al c
i nteerspnal interaction between individual
are typi ctad GysudmdfdarruésDeesei gnati on wowWwertshe t

t he qudnhsot it@mhd ttse? dnati on of the tdWWhustee a

i's dd@uGurrall and I nkpen, 2006) .
Furthermore, whereas the behavioural trac
ifnerred expecttahtaito nist) ,i sa srsasanslit oongaal n ttdha tni koi nn,

soepisoychol ogifibalc késtroamgci ansoinder t he tdawsses
anal ysing the underlying psychol ogi cal p
alter surd o(lmaensEewirguw 99 8 ,; Mc AT H a rsdirfewrs, te ,1i 9s9 5

nohvesadd gas behavi ourutorasasana umnldeirde,i ng

condition tbodmat beanhbfasgehl|l tacti ons. It i
psychol ogi cal state characterized by s e
ori ent atuido mg, ainndi nkdd lvii efusa,l expectations
attribubitbes o dmpei suoatdil vidsy, 1 ntentions

(Mager al1995) .



Within this tradition, authors haiveenalonsi
deci-md kinng procesaeper s halra ttagicaTehreiys th acv e
extensively debated whether trousltculbaeikeete
rati onal decisionbBased, ifhug alsllawismd bfamd!
it may be the result of other factors in
Korczynski (2000) explained, one of the |
ascribed to agents, i.e. whaiebevelusof @&

to the extent totwhibéd eebapeaoabsskepepbbetw!

frequentter rhoinmgteer acti ons that may | ead to
upon reciprocated interpersonal care and
Thienstitutional tradition

Theasategory compri seogghhaebabiodardonehdy!t

adoptmrearseaci ol ogi cal approwsath Tloe steh ea ustthuo
empheadi she fundament al role of sti rt wsatt,i o n
defining it as an i nsftoirtmuatli osnoacl iZapcdkesnrormuecn
1986) , or as a propertyi nodfi vtildewuas$ sciaale 3

(GranovebtebLpepwil 98 & Wireger ti,s IlcprooeirviEd yao
cdlective units rather than isolated indi)\
on soci al institantilomew!| esdig® ain rgKbhecopns
20Q0hi s apfhmeoagh nat eworwiét hnumer ous soci
(Luhmann, 1979, Beatrtbeerr,, 11998853;; idG)rcadn&oi8s,7 ) 1 9 8vb
havwva ghlighted the i mportaoéoeaganssamesonf

insti Batben,d (9 &3amabspf ened trustisasi al lcyl



| eamed and socially confirmed expectatior
organissanidomnstitutions in which they 11
orders that set the fundameni®f4 under st al
Particul afrdry trhilse vtdioed swtodrek Br i t i sh i ndustr
Fox (wWPha@ddge,work on the bmplrbeggggmrnde d ed satd e

among industri addwaealdat,i 02n0 1s4c h cAlcakresss |, 201

influential among the omagjamrictay | ofd idetrsu S 1S 1
al, RIOnnssokerms, trusdéelatconscséir psed wWi th
and institutionalized iof Fae *69r)4e 068 r

di fferent idait gdoetmpi sotey ene n t relationships,

and employees @doueptdhasisrkfeor maleidrow el at

—

raursgl ati onships characteri zed Hiys gkreeyat e

conmibution | ays iomgahakattgardhowi s ntermad e d

nstitutional system and how trust dyr
structural/inorigtnttcatalchorkdimsewarkht dley.

di scusmsientlordept h in section two.

214 Defini oggtnuwudtatsicarence

I nfl uencedibsy idilfifnearreintiaep pmrroavatthe f t he tr
organakbascoence has generated much debat
around rwisat i s, what is not, and how trus
Bi myl and Pearceof(@gaa8basiebarwmefdhamea dbbrao

range of social science disciplines in ol



underdstta ust in the workplace, using the

compati bl e ways.

This degree of diversity seems to have g
obt aiani mgef ul mnnit.VAemskarl a mkeaf i ( 1 9@®I%tuhgls ug ge
organabkbasciobenti sts have offered consider e
trust, a concise and wuniversalAty a@arce e@n
of t he s pe ootfrtfumm, mu lhaetrieo rag et hate thhigchd li gfha c
of trust; on the ot hers htahmgith a $isitereaet eagriec cac
calcul ative di mensi on.

Nevertihrelressent years there has been an |
conceéeptheat ures oRO1t2luasnks( Gid | elsgpd vaeprra&kl d
organabapsgchol ogiest a 2ANMNP U d weartd.knag( 2 0 0 4)

not ed, broad reviews of the doganakbat ideif
l'itemaveveedlalconsi derabl ergamackatne®aeaamache@r
the central aelde méret c omfdittriwnts under whi c
Bigley & Pearecte ,allD9& ;e tRaylecdi9ORBa)ed, f ol |l o
t he semikmsal dowoe ebty. aMaly%95) aed. RKIPLU99B8AU
organabkbascbol ars started identifying thos:s
aid in shapdefgi mi tciooommomf, tarfutsetr. hTahvei nfgo rrn

orgaaabatiterat Wbr eushdiddeasonyees

lhe willingness of a party to be vulne
based on the expectation that the ot he
i mportant to the trusttoormonirtrersperctcoe

that patdhgayer et al ., 1995).



Three years | atdeirs,cifpollilnoawiym gasnaad cycshi ssa rod  tt

Rousseau arnddrdaddleleadahgay esded fi nfa & u sotn

Apsychol ogi cal state comprising the i
based upon positive expectations of th

(Rousseau et al, 1998).

Since theirst@awpednafaiarciet,remei ved a fairly
wihti not ganabkalti badacadagredMnEgvitly and Tortor
(20t1theybeawecitiedergspeer 1300 and 650 t
Bot h t he idadfiicmittei dnesw oc o leesrsemtt itahheetmeoan di t
mu s t exi starfilsirer. gtrluys,t tthoe concept of trus
associated wvuhndrhabiildiesak, ooff s eagduveenrcsees ¢ o
(Hos mer , 19%*5; aRA4A 99 8 eWdliegna rot .,a @lapi8xkhi | s a

state of perceived ivaul derabieldi tir oomr i nd ¢
uncertainty regarding the motives, i nten
on whom they depend ( Krexmpelrai nleQdosot) . o CACSU rZs

in situations where the drawbaaksesr i fhame

the benefits we may gain i f the other doe
how the other wild.l act is a key source
develop. Trust would not be needed i f act

certainty( laenvdi sn o& rWesikgert ,,rl18&&bt)es Itnhet he
opportunity for trust to exist.

Secondly, nacetshariys ncendlietpiedibience mpl i es
interests of one party canamdt lber .eedhs eV e

al (B0 ZEkeXepd airnust only becomes an iesue wh



the actions Entgheotshuprer pasboy, t he wor k ¢
Furt hearcntoorred,i ng @e thekaatelhcich dawrbedepeady
conditions for trust to emerge, vari ati
relationship between parties can alter b
can take.

Thirdt yustcoatr ti aiednd x d@etdiodenft he i ntentions
of the other paretty al898)vetdt ( Reuaspasgit i\
t hahoet her party iwi Itlhenorteltaatkieo naschv gont ag e
resulting from t hechaccaempfticodfet et sdbeed misesikns .
assessment o6 thebbweaesetpdaye®ds>) .

The combination of positive expectation
relationship deefnosr ttohebedepmib\notdanenret wa ft ht
aforementioned definitions andgamakeatdloa
|l iterature has investigated trust in the

within a,uredar i @onrsdii tpinotnesr doefp ernidsekn caen d

There have al so been sever @laoantstwehmpcths stuoc
willingness c&nedaed rMdbesd @(996995Lewic
Sheppar dn&kVulcdil %6 ( 2 0fodr ex dmapldd he | i st
basiensvoked by var imdsp aruttihalrlsg vieswv & hoknlagp pas n
concepmpthsd bayevoliemdedmnttgyduced by Mayer a
(1995) i n their mo d e | of i ndi vi dual tru
Qpr edi o adyel i dpCunbiyngham and McGregor, 2

have very frequently appeared wisthlei motshe



salient components (or bases) of ‘trust i
provh aleaw:
Abi ltihey ot lBsBerc opreprettye c@a@iatb et msy ,of skills

knowl edgearry out his obligations.

Benevodemicegn motives, a personal degree

ot heram&araygenui ne con&werlnf afroer. t he ot het

I nteghetgdherence to a set of principle:
the other party, encompaansds i tnhge haovnoeisd ayn ¢

hypocrisy.

Predictabilitlye (mongiedti amcy idryd regul ari

ot her party.

As explainedt bpl leWw8 ki these four compo
interdependent and the precise combinati
circumstancesru€onsagubaettygmpart mental i se
an individual i s able to accommodate cont
di strust di ff emr emar tay patcTthsd moeflisesanien trthih@rei. o n
a tirnbgeti ef about another party, as well a
a sophisticalteadgwuaotesowinngbafectory infor
and Den Hahtdg, vek6)often too simplisti
tstts or distrust another person, as one |
in oAdeHZrlROBPI| ai nemay aapesb®m per son onl
domaamda ntohernsn, oi .e. heoeampldenee i mofyite c

hi s kuhpeerr Mbiusorbe reluctaowotrke| ssh erdevpg darbd @nr

HY



t hat person (Gillespie, 2003) . fensequen
trusts or dbskessshtanbehpetst abitiiimcsdtip o

being invoked, which are necessary to mal

Fur t hecrommosried e r i-gnugo tt ence  dreofsitani i ttthihamingsa rod b d tr iuc
| it eratbuiret z and Hartoaghr(ez00d6)f felreantdeocsr
trdsdte. firstsdjrenctiisvieebet hef paouy trust w
t he ot lser | ipkaerltyy ldcthawnwes a posfiotri ven ecsoenl s
(Cummi ngsomll@OPBqgbi nsa ARG, etk,i all998nansSel ig
199T7heohhntesanal yseads s asdomeretrés qptarrtt lyé wor t hi
focomns t he Bpdcvidoabthar actudrjiecttii vse flepp@an uwa
truGt meandesnt madHoowe vaesre, t hese arlkevery
t he ssoourece o, fwieéhiodénae knowl edging that t
mi g ht al so be at trrsi biuntfal buleen cti mlge yt theed rtfeld e
truGtpariBidettz i @amd (Den Hartog, 2006

The second f odmc otéa toanatisiltyst st hke ot her par
beliibehfe ottrhuesrtswort hi nes®f opansmanichaeastoinks
person to be trustworthy and therefore
potentially beingubarmatcomks hdubfhstakel Wa
(2003) and McAllister (1995) explained, «k
anditmheno ibaacsted upbbei prasedt in order toc
state oufc ht riunstte.nt ® D hdeertf awmi etbheienn t haes Itihheser a

fiwi | Il i ngness to rénhMaeeeroalkls®d e VRAOSLI &dbU e

H ¢



Adecisioomnlignptrast an i ndeanhi dacittsh earct n ee
f olddoowu ght rbuyanf or meadk irng kbehavi ours in or de
Sucrhi-skki ng reptr & hentt hird form of trust .

Toml i,asdnGill espie (2006), trust involves:s
based on the confi dentheexpehcetratwiidnl tahnod ofu
i s through such tr&éuiilng nlgenteaswi otuor sb et hvau
actiodfnsanatdt@WMaypetr. al 199&b9gt uagdnd yyemonstrat
Furt heGinmoreeOpalesd 2tDr ustleds an action into
G el iraenlcaet e d Obvwehhervd otures control over valua
are deaerednat suboorr dtimeatmoni t ori 66g acft i ome ¢
reduveaedi sc b-ovhiere it obsposvsei bhe sdaring
i ncri mi nmaginrgg oirnfdaar mapaohywith the other

Neverthammangst the most cited conceptual

separated from its agsescsiabedobewhweitdhienrs
trusting should be incorporated into an
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empl oyees what i s r eqwigraend stacs i ged ¢ r ¢ass® y w
are going to receive in return for invesH
One area thparhadcsvtkeatdamwad snct bundles of
and practdiicgls It rv onlediestagntl | WHg &k I1SeY,0 uh(yl 3 ;

and DanikllWSu20oiBet.devel opmH&Rnprafcts gesi ft ioc
communi cati on andanfdosdnpo wea rnandte ppat oo ®nNC
empl oyees to i nvemdt ibonal Itya nigrv&éth iy edsin ee op |
al, 19O9WHrRpt act i ces are typiscaahl wsioempl oy
partici patiimfnorpmatgiramsegh arnidn gd, e vterl amipment |,
maagement , andHujseb i BeocskelOtey, (Di et)Zhe& Boc
combination oftiiomt@aér-npala do iagsensk gsaarh or ms o f
participatampmeenmpk iolyleedapelr avciad e amelc leanpil
-t oget her with coibleadb)o rraetliavtei o npsarestd mhedr dthoi ap
eliithiaghobotrrglasntabatubbnur e,chlae @g ¢ ehril@te 5l) ebvye | ¢

of emptommiesméhe amodil i sat itamnafr ygrednd toe rt



empl| ocApealnmd . a( 2d0eOnio)n s,f ot egdahmapl emanuf act u

empl oyees e X pseyrsisecamme poef t suedayeli opimeence
t rushemriadeuy micmgased commi t meamtd, rheidghceerd ssd
l evEepgsesal | yWi |Gauwlnms (2003) hatt sseuclecpgacte
preeéimpt d®y ee st c todgwaeasd, mame@é geoloarrgdani sati o

within the public sector.

Trust research that | inks t bahkeulmpaend breetstoeurr
understand t hempIndy)y memtc er elfattihenshi p on t
However ,typi dasl lay swonder pi nned éty. a@dl2)0ni t ar
whiemphasicoemnsensus around common giotal s a
neglects the plurality of Iimtehesemplaonyr
rel at iMan S{fl@irpl 19 r ihtdisc szeur ses on trust and
towamaor mati ve analysis of t he workpl ace
empl oyment relationship. According-to th
trust and har émnoenliaotui so nesmphlaovyee eas t endency t
of the enpatoiybmesnitiopr eeintgha gtimegy st ructur al a
of the dealing betwedmyaeresemdlnoydrheandvor
do not take itheocoonhesttedanhabore of the ¢
asymmet reircablalpaonmc e bet ween ,ampl et her asasmod |
di @liecs of control and resistance.

Mat k@€011) ¢ utiglye stiiedr asthiucalurgowet hin any

andsthmect ur al antagoni sm biempdegsnt ienncptl ol yeev



of risk for 1 hBheisasntso rt sh aitoantgrdinsdsdanvaiy tolaicnnt u a |
be very fragile, easily broken and premi
Unfortunasadtlknovldeddatiengra st ermpt tag/ls wmiet hi n

empl oyment rel ati onshopgaonfs s & dBrictye nopno r am ¢
Turnbul |l , mu2cO0h0 49t t ennot i on has been given v
l'iteraherreol ehiof tthes sampMidylme ndo nttedahtt ii om s
t his atuethosus hrc atnr wsftf er eseat Ol éutnedre rhset gprods
t hienf | uenacregaofabktahteonohext on the devtv®l opme

betetxeprlt dadenr r ent s hiom t ivéedsyt cerodna d & uastt |

2. Ar st anMf amet iIHRN

Human Resource ManagementRM) is among the most influential areas of trust
development inorganisatios (Whitener, 1997) and, as Sparrow and Marchington

(1998) suggested, trubtilding might be the most fundamental baskraiwledge for

HR professionals.An important challenge for human resource managers and
practitioners lies in the creation of trusting workplace relationships, especially where
existinglevels of trust are low (Zeffane and Connell, 2003).

The HRM function operationalizes tlwgganisatiod s st r at e g Z)wumanegar di
resourcesand has a pivotal role in maintaining policies and processes within
organisatios.AsSear | ¢ ¢€28&tBi bed, HR represents t
or gandés artainmmgement and its employees, anc
finding satisfactory solutions tWithimeet t
eachorganisationHR professioals and senior managers need to establish together

which HR stategies and policies to deployhese represent a statement of intent



toward employeesSkinneret al, 2004)i ndi cat i ve o 6rgatidatmd ® per s
commi t ment to themé (Whitener, 2001)

Over the last two decades, HRM scholarship and professional activitiealbalveen
characterized by an effort to shift from a functional, personnel administration approach

to a strategic human resource management approach (Ko&@@4,). The

developre nt of t he HR 0 bhasheenatshe forpfiont of a drivedo mo d e
improve the credibility and status of the HRM profession, underpinning the move from

an employedocused agenda to one of business and strategy (Hallier and Ssymmer
2011).We have been assisting at a shift in the professional identity and role of HR,

which sought to partner with line and senior managers to develop and deliver human
resource policies that supportedtenche fir
has been taevolve dayto-day operational responsibility to line manager (Caldwell,

2003) in order to free up HR to cover a more strategic role. HR practitioners typically
provide managers with HRM policies and then support the mandgeri mp | e ment a:
(Ulrich andBrockbank 2008), shifting from a tradit
rol e t o one o f O0trust ed 2808.vAdditomally, and
accompanying the devolvement of HR responsibilities to line management, there has

al so been acgdowahi satdbpnd in order to el
in the managers6é interpretation and appl

costly litigation.

Unfortunatelysuch structural changes seem to have distanced HR from tkiower
(Francis and Keegan, 20Q6with a consequent lack of opportunities for HR to play

the role of O6employee championdé (Ulrich,



for the function, HR6s responsibility a
overlookedor undervalued, despite a rhetoric that acknowlsdg®loyee wetbeing

as a key ingredient in encouraging employee commitmewtrdanisatioal goals

(Harris, 2007). HR practitionerHRPs) have found themselves in the difficult
situationof championing employees, while simultaneously endeavouring to be part of

the management team (Reilly and Williams, 2003). Such role incongruence seems to
havecausedh cri sis of trust for HRPs, as Kocha
resource margeement profession faces a crisis of trust and a loss of legitimacy in the

eyes of its major stakeholders. Thetdl&e c ade ef f or t to develo
human resour ce man oganisatios thas failetH B )realiceoits e i n
promised potentialfo gr eat er status, influence, and
Indeed, trust poses an acute challenge for HR professionals éDialtz2011). The

function has been seeing as overly preoccupied with bureaucracy and administering

the rule booKHarris, 2002) by focusingon procedures to the detriment of care of the
individual employee (Harrj2002). The recent growth of internal intranet systems
providing access to HR policies, procedures and personnel records orsenaek

basis havealsoreduced the numbesf requests to th&iR function, consequently

limiting the opportunities for personaontact, facdo-face interactions, and the
possibility of luilding up relationships witthe workforce (Harris, 2007).

Several challenges seem also to exist in the HR&sers relationship. When line
managers are required to deliver HRM policies, they have reported feeling abandoned
(Harris, 2007) or insufficiently supported by HRPs (Hotmley et al., 2005),
particularly when the delivery of HRM tasks is perceived tor@istmanagers from

core tasks (Whittaker and Marchington, 2003). Bond and Wise (2003) also suggested



that HRPs perceive that managers are often ungitib execute HRMelated tasks,

or lack skills and knowledge when they do. Additionally, Harrington Raginer
(2011) suggested thaty absolving their decision making responsibility to managers,
HRPs may dent their credibility in the eyes of line managers as they retreat from risk

and vulnerability and fail to take any leadership role.

Furthermore,as Sede (2013) explainedthough normatively committed to trust
building models of employment etlons, HR practitionemnight often paradoxically

be involved in designing and implemng trustreducing pactices such as
downsizing(Allen et al, 2001;Spreitzer and Mishrd, 997, perpetual restructing,
externalization of labougnd the growth of outsourcing (Thosgn, 2003). They very
often situneasily betwen managers and employees (@adt| 2003), charged by the
organisationwith finding satisfatory solutions to meet the demands of both parties,
while also protecting its interests. In navigating these potentially contradictory roles,
HR professionals can face ethical, operatlpnintrgpersonal and intpersonal
conflicts and dilemmas that mus resolved (Wright and Snell, 2008)anagingsuch
contradictionsto maintain positive relationships is anganisatioal imperative in
which trust emerges as a particularly relevant issuthe HR function.

Selecting the appropriateR4policy responseouldhave knockon effects for the trust
between the employer and employee, as well as for the empley@ d e mp | oy e e :
trust in the HR department (Caldwell, 2003; Francis and Keegan, 2005), especially
when commercial imperatives tak@iority over emplgee welfareor fairness
concernsFor exampleHarringtonet al. (20129 showed these tensions in the context

of bullying and harassment policy, revealing how actionsgdesi to protect the



organisatos may reduce both empl oipgthelBROThand | i
authors demonstrated that the overriding alignment with management had significant
implication for trust as employees were unlikely to perceive that HR would act in their
best interests.

A large survey undertaken by the Chartered Institdté@rsonnel Development
(CIPD, 2003xlso confirmed that such transition to, or the intention to move to, a more
strategic role, was as evident among senior HR professionals in the public as in the
private sector. However, Harris (2007) argued that in Uke public sector, the
demands placed on HR specialists have been particularly intense and thkasrole
changed far more radically than their counterparts in the private sector. The HR
function has been required to promateighe level of employee comrmentwhile

having to deal with a sector offering less job security, resource constraints, extensive

restructuringand a growing level of employment regulations.

The HRM profession seems to face aisrof trust(Kochan, 2004as many Véstern
organisatios. Indeed, there are already some indications of a structural isolation and
disappearance of HR from the shop floor (Francis and Keegan, 2006), with recent
trends toward outsourcing and F#Rared service centres suggesting its own
marginalizaton (Thompson, 2011). This reflects a fractured atydfunctional

situation for HRwith trust breachesmerging as a crucial factor.

Thompson (2003) sees the increased breaches of trust within \egi@nisatios as

the inevitable ocacroaeeurdrde sc apfi ttavhaes ndi o f
the growing emphasis on shareholder value metrics, ongonggnisatioal

restructuring and downsizing, and the extended use of outsourcing has increasingly



moved the burden of risk onto employees and away fsayanisatios. Therefore,

trust may be challenged through an externally created psychological contract breach
and this positions HR to the fore in performing a complex role in the development,
implementation and management of policies that may significantly erode trust in
organisatios (Searle2013.

HR practitioners, given their special professional responsibility to balance the needs

of the firms with the needs, aspiratipaad interests of the workforcare therefore in

a unique position to comment on trust dynamics in the employment relationships, from
bot h O0si des 6 heiravn viewpdintHoveeser, little attentian has been

paid within the literature torganisatioal actors other than magers, and their role

within organisatios in the development and sustaining of tri&te(ar | e No 201 3)
studies have yet investigatddr exampleto what extent the HR function is trusted

by otherorganisatioal membersor the role of the HR function in the development

and maintenance of trust relationships withiiganisatios.

As Searle and Skinner (2011) suggested, it is clear that more research is required to
differentiate between the impact of HRM policy contenttiust and the impact of

those who enact therimdeed, ecent works havalreadyshown the potential value of
differentiating between distinct agents (Harrington and Rayner, 2011), and the need to
look more in details at the impact of diffetdanctionsore mp | oy e éi@svévert r ust ;

this still represents an open challemgel a promising area for neesearch.

po



2.2.4Research Objectives

The maj or totryyaobéd bk dathitawmt researcher-s have
optimistioat hwei spo#ssi bi ldietvied D pwimdhtinr uWetst e
organssafThos seems to clash with the out
engagement measures, which have been rec:
ahi storic | ow.tMuUbcheobhttthe tendsento consi
trust as a mere deficceées,jnf pieloiphg@ managk
exi soénamr-ge adteeedp I ssues within Thies empl
because much dfettath@asebrerant otcussthg on t he
(Seet]l alldP0Bnd tfhoeu ndiactrioons ofanalupgdwrdevel
trust i s deter mi ned by the doahductnvahd
Unfortunatebyhasecbfaeal negl ected the wioc
cont ext of the empl oyment relationship,

organabkbatoonnext in which they are embedd:é

Fol |l oFfwixng)d97dcommendati on, this thesis m
of trust cannot ebxeclfuslh vel vy nagesrntaigtadderd otr
organabkatewovoal because it thoredghlgop8) m
suggested, ber aste aheebebomase@at, whicthevetlt egr
psychol ogi cal pr oc e slseeveerl ¢ aongeekt ahtair a rewni gt ehme m
Unfortunatel yor edegpiteoschohbmustupt edbes
feat t empts have hbeen hmad@apeuatut be -essenc
and maevel s forces simultaneously influer

A good example f takesf iimittoi pascrcsobunnat! baont



organdsadteivoen vyi Grefyf eammedd Gar sten (2001) .
as @@aecarious soci al accompl i shment enacHt
di scursive structuresgamsarduidionmdgi vtiddousael os
(Grey and Gar skFodd,owd M@l ,t Hhpersa 248 Fgibnietcita nv,e
t hestibsettctbearr i fy bhosvwbdciralslty iand subjectivel
organssheiriphopesi Algevae Imuletsiear ch fr amewor
t he mechani stmse i dhé\V a@lempamermgt otohf atnr uisnt er p
organabatéevwenl ®rder t o pursue sucht alhe obj e
a more caolciaddogdr i teitc aall 2t0drbn @Pide ettt er
roe of theremat oomgiiep develly mams werfi ntgr L
foll owing reMMianchireue fhitei onm:i n factors in

of ntorgganias atuiséo n pter am noamd amamiads at eove | s ?

Furthermore, trusthumaearedot RM¢e phraanck g ecrree
i s typically @nduenriptianrniesdt el d @d 12ddLlys ) ( S iwelt
emphasbaseensus around common goals and

suggesting inherehowgvieaghtibhamds tdy nrmeng Ice
organabatamimleetpl urality of interests anc
e mp | o yenteand Nn@&drn weas eMgt her ( 290 lvlie)s t stuhgeg eusrtad

antagbaei wenen employ,éeruandwgéinm sgpmeroennst ec

be very fragile, easily broken, and pr emi
Managing -employeesconflicting interests,
relationshi ps, I's a crHIR i @rd adtgstwenmfedris eti h
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and interest s aoiendeheed awournkifgoureceposi ti on t
dynamitdheempIlnoyment rel abughsmhmiop matnvéhygt ¢
trbsil ding model s of HRnpplroaycane ntte ornebl gast iuonne:
bet ween opposing nanageest anf@Camgwelkeegs2C
organiwgdathi dn nding satisfactory solutions
(Searl.e, 2013)
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CHAPTER 3

Methodology

3.1 A critical realist approach for analysingtrust

In order to investigate what are the main factors influencing the development of trust
at both an interpersonal amatganisatioal levels, it is required ajualitative,
contextually rich aalysis, which allowsanalysingtrust more holistically aa multi-
dimensional construct. For this reason, the ontological and epistemological
foundations of the thesire presented imrealist terms.Firstly, the chapteoutlines

some of the key features of critical rieat as an explanatory framework; secondly,

will then consider some of the implications on the Wwagt relations can benalysel

within this framework.

Although trust research should be conducted on the bapisilotophical premises,

there is a widespread tendency among trust scholars to avoid sustained examination
and questioningfaheir own assumptia(lsaevaet al, 2015). However, as Iseava at

al. (2015 explained, epistemological assumptions are extremely important to shape
both research agendas, questions, methods and data analysis, and untimely the
knowledge produced. Arguably, these are particularly relevant in the study of trust
given its multidisgdlinary and multidimensional nature (Lyod,° | | eSaundegs,

2015).

The majority oforganisational scholars researching trust tend (often implicitly) to
operate witin a positivistic framework (Eeva, et al., 2015), following the current
dominant phibsophy within the field of management researths(d i, RGL®).

Positivism advocates scientific, objective knowledge that is based on observable,

PT



measurable factattemptingo produce lawike generalizations, casuatanations,

as well aspredicing future kehaviors and events (Donaldsa2003. Positivist

research has undoubtedly contriltlte our understanding of trusipwever it has

also generated a number of limitations within the literature.

Isaeva et al. (2015) notedfor example that the highest cited articles in the field of
trust appear tacitly based on eti-c pr et
sensitivityd (Bachmann, 2010) in their cc
the positivismé o gitabflaringihavadlso @adutedea gtiorsgt € mo
bias toward the adoption of quantitative methodology fidtus on measurable facts

hasin fact led to the production of a large number of instruments that are unable to
ensure a close match between the proposest tiefinitions and the respective
measuredndeed, there is a degree of dissatisfaction with the existing set of measures,
and a number of Agapso between the presen
operationalizations found in the literatMcEvily andTortoriello, 2011) According

to Gillespie (2003)for example, many studies employ measures of trust that are

i nconsistent with their chosen definitior
expectationsd andubnéwabledghesot her e t
measures only expectations, typically in
trustworthiness. Similarly, Dietz and Den Hartog (2006) also argueddtsite the

different forms of trust within the litature,most measures have only focusedthe

belief of trustworthiness. Yet it has conversely been found that an intention to trust

may actually be a stronger predictor of future behaviour than solely an assessment of

anotherds trust203).t hiness (Gillespie

Py



A further main | imitationepeghedsstuheeya
and psychometric measurements within the
capture one or mor e edti. nadbOGlillolness pifed ,he2Gl 2 )
one hand, the popularity of these met hod:
maj or stg ereqt thie Imain conceptuali zati on
confidenti al survey queisndiowpsd tmakkp twiedds s
ithent i omesxi s2t.i ng trust i nstr umetnh esr ecfaonr eb
enabtlhengrepl i cathieomw omfstrresul tva;l i 3d.i tty of p
can be assessed througlhlcrciegpotradumetthoamss p:
the researcher the right amount o f conf
intended construct.

However, on the other hand, i mportant r e
within the |itergptueeebbed diamiulmeneaevo i Nl
met hods (®meHar aoag, D2006; Mc EWIicEyi &ydandr
Tortoriello ,{@0léxamgbepasiyrcehdbmet ri c- measu
items surveys totohehweiamh mgsstoaapt maiynde
simple numeric i-mdiimctas 03 c @lheaa rllaitki@wrgh eas5f w3
on -moibnt scale cannot capture the compl ex
of trust, and paranidc uclhaarn gyessoifo fit ihtrare udsyti @i mt
sumet hod also tends to restrict the rang

researcher.

Consequentlythe ontological and egiemological foundations of thigsearch are

presentedin realistt er ms , attempting t o chall enge

P @



assumptions of the paradigm within which mostheforganisatioal trust researchg

are still nested today. In an effortget away from measuring predefined variables and

get closer to the respondentsoéMPUiesyngr
2001), such epistemological vantage paithdws the researcho bring new insights

into the structural causes ande@dents of trust.

Critical Realism (CR) posits a reality e:;:
same time that knowl e®geobbgyti nskgatteali
priority overrealiissemopogint abhg stoadpbtedd
underl ying meomagni(ooms matya not) branadtistat
(ac téupault ¢ 0o me s, some of owhlsieaclvdan eremapkd r i c
2002). Thecebodeng to critiscalsst malyi dtss,
actually |l arger than Soibael dsocmaei ratt itosftmgt thselt as
enquirééedeasons reality, whit chnsrtaofeabbyj
science, with the ultimatce sai whofthi shest
for casual refi atramsha.pye ondbmnedt s

Real ists believe that tpedpel er eaarseo nksn dwlre d
howevédrey can never carry total awar enes
codintsi @ hat pr ofrhpety am aotti csre.e al | t he <co
actions awedphhtsehyes epfotfermabgi r owhnreaseni wg
struagemey dualisms are ongoawagr evheft heheli
i nfl,uernctehe influence and conditions of
Therelheorkefyfot as ke rteos ecaorncnheecrt iasnal yti cal

actbows experiences and reflexivity, t hus



Subijreeced sdrms nwia wi der model of their caus:

Tilley, 1997).

Real bemh ontahdogimedlhloylol sgiganaé k glaamngatveaersy
wei ght to enduwrcihmgi g ens e raantdi @seoecmoafl tshter ume
prerequisonkesr @i oqnttod oQR i s the acceptan
stratified and antecedent causal power s

pattern of event sé DPhiesmbbevoOolodgid@al dtheptd
hi ghl i ghltltsd ytereedmchar actaed o fthtecs maededdd e 3 se at
di f fwaysanti s ochiadh events are interwdven b
(Pawson, @r9iotei:c 810 1r)eal i stisn pau rcsounet ecxatsuuaal |l
mannwrt hid ieve e B inrogr el a d i( \Bia,yw0r) 0 Thi s al | c
investigating different | evels of casual
eitdser ubotragedm Ont heane hand, critical real
intransi rtrucéusesi alavet i ndependent causal
to the identities and subjeoni vheieshef ,h t

are conémedcehsasosii a s | n h etrheantt epxopmeerrisence ext

t hr ougohwnt hienitrer preArtcher, BgO@&dkang so, it
i sol ate causal mechani sms, 6accacroeuf nutlsl.y c on't
Theat ity 1Is seentoanprstsreast efmeeadeand power

bel ogngtt @ ditfrfae @drret mechanissempsar béleorhg et ar

arranged strata of reality, where each
underl ying strata. At the same ti me, t hi
gualitatively neownobpoewetrss, ahnadv inmegc htahneiisrms



reduacenorte basi c ett.ralt2ad 0(2Da n efrhmearhk gher a
mechani sms and possibilities ftcrercommlriena:
realsdegniasd aggeechubpéen systenmm iotfi asnttelratelian
time, and social science researchers havc¢

generative mechanisms operates in compl e:

Many mechani sms may ilve,camdurrheryt Imyay | us
neutralize wmachf egthatri on. As Reed (2001)
seen as | ocated within, and both constr
competing and contr,avli chormy teacipdlacset 1 uma
i ncoherent demands on t hem. I n ptaeti ce,
researcher to just i sol ate some of them

purpose whast hdppegast .DRON.erfarmr kshi ent e& s o

| adasnd casual c 0 lmadhiatliydames dle anvaat dtseompbtel ng t o
what devel opment al tendencies are displ a
how these will work themadlivas t(HRreeugh 2i0

As Thompsmenandg 2W9il0) have suggested, t he
entities interact and form the mechani s ms
where mechanisms are particularly compl e
specialise osustheppolwelrst iz@dl ehltmp aagtetseru |
words, the specific purpose of athesear
mechani sms a researcher c hoons etshet ol icgohntc
di sagreements btert wetent nt dackii thihd®rd £ rcdhestpateuly e c

can be considered apprntéeacihattifermthofrast at



own specific mechanisms and emergent p o
tendency withinn tcheemd iu pefrwittulm res iemogllod n &t i ¢
numerous attempts to explain a sgoctial p
psychol ogi c aonvarselgwe first hesdnicaccept that trust consists of

multiple strata, each of which &ats own emergent powersFor example, as
Marchington and Vincent (2004) have suggested, it is expected that the broader
institutional arrangement might be observed to affect aggregate level of trust at an
organisatioal level, but this might not preventustbased niches developing in
ostensibly distrusting environment and vice ver€ansequently the empirical

methods have to evolve with the level of complexity and sophistication achieved in

such a conceptualizatiarf trust.

3.2 Research dsign: acomparative case study approach

Realists typically adopt a methodological pluralism appropriating both qualitative and
guantitative methods for particular endeaydinsis avoiding the false dichotomy that
sometimes appears between such approaches (Bryman, 2006). Realists prefer to talk
aboutextensiveandintensiveresearch design instead. The former mainly focuses on

the frequency and commonality of a particular nfreenon; whereas the latter
uncovers via detailed contextualization how and why particular mechanisms tend to
produce certain outcomes.

Il n ordeweltospayet t expl anations that are al
mechani sms influencing the develophmept of
compar atsitweli ess davaes hbeeemt emswzedM€€desi g

requi rteomest udy mechani sms i n cont ext i n



expl anhaatdi omdasdeai | ed qualitative and compa
met h @d c¢lad appr oacAs MY b 2006 sgggestédetrist as. a

highly idiosyncraticohenomenon encompasses the specific knowledge, attributions

and ultimately irreducible faith of the actors involvétierefore,e&t or s experi et
trust needso be understood in rich ddsand with sensitive metius.Clearly, this is

more difficult to achieve by means of highly standardized instruments, such as the
guantitative surveygy/pically usedwithin the trust literature.

Or on hand, theasududy zradh bondaiflbgywedsear cth
to engage i mmedi atel y witthhke thtod i sddicalanmr

character-liistve osYorif s2G@09: 4¢tomParahevet e

haal Pbeenarticul arly wuseful toonfii gwe @t i @gats
mechani sms and contexts interact, thus pi
on powited mechani sms operat e, as wel |l

di splay (Ackroyd, 2010) .

As Burawoy (1998) suggested, when conducting-saisdies research, it is important

to treat this meaningful focal contextapoint of departure but not of conclusion. In

ot her words, wor kpl acebés context and exp
from external pressures. On the contrary, ifusdamental to understand that the
workplace is embedded mwider set of relations and it is influenced by structural

forces, constituting its wider polit-economic context. Thereforép avoid the
Acontextual 0 myo psome of thexurrenti trast resedrctl, etmist i n
relationships need to be better contextualized within teader organisatioal,

sectoal, and politicaleconomic context in which they are situated.



There are also other reasons to commend the use of comparathstuchss. As Yin
(2009) explained, comparison allows replicating findings and therefore makes
explanations drawn from a singtase more robust. Social phenomena are often
dependent on pacular contingencies, therefore the use of more than one case lessens

the chance of misattribution of causality leading to more robust knowledge.

According to Yin (2009)an effective comparate designfollows from a careful

selection of cases, which@lld be chosen because they are theoretically significant.
Selecting appropriate sites for a comparative study is crucial, yet it can be difficult to
understand contexts prior to entering thevihout very detailed knowledge ofdin

dynamics. As Ackroyd2009, p.54p expl ai ned, Amost compar
not meet, and cannot be expected to meet, the criteriaxfperimental research
desidnsdhaa is requir ed -featurésinghe gefetative r e a |
mechanism- that are m essenced h e s Absteded findings from specific
circumstances can then be used for comparison towatdhgon of theory;@aYin

(2009) explained, the goal is to construct a general explanation that fits each
comparative case despite the contirgies of context.

For this specific study, two cases have been selected through a combination of
theoretical requirements and opportunisnhds beerlecided to carry out a private

versus public sector comparison, selecting baganisatios based in Scotland. The

choice of a public versus private comparative study aimed at identifying what it is
within eachrespectivecontext that is crucial to promotiray hinderingtrust.

The private sector has remairsmdfarthe dominant context for thetudies of trusand

its benefits(Gould-Williams, 2003).However, enployers in the private sector have



alsobeen occupied to increasingly satisfying demands for profit maximization, control
over labour costs and shderm shareholder value, whigeento havecausedower

trust levelsin many organisationfAppelbaumet al, 2013; Budd and Bhave, 2008;
Saunderst al, 2014).Converselyspecific research about the role of trust in the public
sector still remains quite scar€@houdhury 2008; Klijn, Edelenbos, and Steijn, 2010),
besidesrecent discourses abotlte new public managemeninodel, which have
brought somattentionto trust (Choudhury, 200&omsels and Bouckaert, P2).

The rise of New Public ManagemgiNPM) in several Western countries hadact
introduced marketype mechanisms in the public sector, where the employment
relationship has been subjected tojonachallenges causetty organisatioal
restructuring, downsizing, and an increasing pressure tadgranore efficieh and
effective services (Coy8&hapiro and Kessler, 2000). Pukdiecbr organisatios have
been subjected to progressively tighter financial regimes, increased competitive
market forces and close monitoring efganisatioal performancevia audits and
control mechanisms (Coylhapiro ad Kessler, 2000; Boyne, 1998). These
according to Dubnick (2005)night have introduced a degree of institutionalized

distrust into theublic sector.

By carrying out a private versus public sector comparjgbe author epected to be
able togain a betteunderstanding of howntra-organisatioal trust developsand
identifying unique or mutuaimechanisms for the two sectors. The teslected

organisatios werespecificallychoserfor the following reasons:



(1) Boththe organizationaent through substantial internal restructuring in recent
yearsto gain increased efficiency arehhancedproductivity, which was
expected to infience the development of trust;

(2) Giventheir size (i.e. between 2€8D0 employees), both the organizatiorese
expected to possess a hierarchical structure with several leveEnafarial
responsibility anagn established HR department

(3) Both of theirHR departments haaldopted @ 6 Business Partner dtlely

(4) Both the organizationdr a d a d o pihveleemeabhnmorkirtg practics
ai med at pursuing higher degree,of emj
hencepotentiallydetermininghigher leves of trust;

(5) Both the organizations weigccessible by the resebher as being based in

Scotlandandallowedinterviewaccess toheir managers and HR pradditers

In order to access the required data, the researcher had to negotiate access with the
organisatios 0 spective gatekeepers. At this purpose, two-tagace meetingdad

beenset up with the HR Director of the private company and the Senior HR Business
Partner of tk publicorganisationTo maintan anonymity, the tw@rganisatios will

behereinafterespectivelyeferredt o as #ASpirit@oo6 and ANat u

Organisatiorl: NnEi ri-t

SpiritCois mid-sized manufacturingompany,working in the spirit industrywith a

workforce of approximately two hundre@mployees. It has been owned by an
American multinational group since 1998 but only during the past 5 years the
multinational has startedexerting asubstantiali nf | uence over t he

operations. SpirtiCdiasin fact been requested to achieve higk&ndards and to



become more efficienby reducing costs and keep increasing its sales revenues. It has
been encouraged to adopt High Performance Team sy@@&lobal Pedrmance
Management System (GPSand to systematically run internal surveys with
employees. During the past 12 to 18 months, the company haseaisgprompted to
promotemoreteam building activities anahore training courses for stafte,introduce

lean manufacturing techniques to better involve produci@matorsn the production

lines, andto instill a specific code of conduct with 4 different core values (i.e. trust,
care, passion and excellence), indicating which types of behaviors ancetrtimels
company expects from itgorkforce. Such initiativesdve been introduced in order to
enhance transparency between departments, to create a more open and honest
corporate culture, and to increasingly engage employees. Furthermarepthep any 6 s
HR business partners have increalingken a more strategic edby working directly

with thec o mp adirgctdrs on thie people strategy

Organisatior?22. A Natour e Or g

NatureOrg is a governmeatganisatiorworking in the public sector founded in 1991.

The organisationhas approximately700 employees dividethroughout Scotland

across 40 different offices. It is divided in 7 different units and hasdamgrarchical

structure with eighdifferent grades, frond g r a dfa geAedal administrators to

@ r a d ahicH éorrespondtothedr ect or s6 | ev 8lto.5yeargthei ng t h
organisatiorhas been going through a period of significant change as its budget has
beendeclininpyappr oxi mately 25%, as a consequen
cuts within the public sector. In onde become more efficient, tloeganisatiorhas

increasingly been driven as a priva@mpany by putting in place more structured

cy



business planng processes and systenand by offeringa voluntary severance
package to reduce its workforce. Theganiza i o endrenment has also been
affected by increased workloads, higher pressures and stricter dezatimesl as by

a stronger influence frofBuropean legislation.

The lack of resources hggomptedthe organisationto put a greater emphasis on
training courses and management diploma to improve the professionalism of its
managers. The HRepartment haglsoadopted strategic business partnership model

to help theorganisatiorto strategically achieving its objectiveddR aims to benore
flexible, to pragmatically engging with the business, andampowering managers i
decisionmaking processes. HRRaff havealso ntroduced a sef$ervice systenwhich

allows employees to store and independently access personal data.

3.3 Data collection semistructure d interviews

As Burawoy (1998) explaineavhen adopting a castudy methodology, the specific

research design tends to be emergent rather than fixed. Relevant information is not
readily predictable (Yin, 2009) and there is an inbuilt flexibility to follow leads as they

arise. In contrast to thegositivistic emphasis on rigid procedures, reakstphasise

the conceptualization of what data represent with an emphasis upon overall design and
theorizaton rather than specific methodsterviewinghas beerthe primary method

usedin this thesis, as ttould offer the researcher a direct access to the intexgisw

point of views in terms of their attitudes and experiences.

An extensievweohi ¢ bganjus gt oorss and anal ysi
( Op p e n h e iHowevel Mid@edaje also significant disagreements regarding the

most effective way of conducting interviews. Such disagreements are often linked to

c®



different approaches in social science research and dsingthilosophical
underpinningPositivists havdor exampleargued that, in order to elicit unbiased and
replicable responses, a uniform structure and standardized questions should be used,
while the dialogical process of interviewighould be tightly controlledrurthermore,

in order to develop lavike generalizations about social phenomena, positivists tend
to primarily focus on structured surveys and quantitative analysis, aggregating
responses in terms of statistical disttions (Goldthorpe, 2000

In contrast, interpretativists consider inviews more an interactive method, a process
of human interactiamiwhere the meaning, explanat&and emotions articulated by
interviewees are tan seriously by the research@ihey emphasisethe mutual
construction of meaning within interviews and tin@ye a strong tendency to deny the
existence of any social reality other than the one that exists inhaodgh the
interactive processE(d wa e t s a 2 Orlothgr words, subjective understanding
involves the play of varied narratives, which can ¢stelaut they are not necesswril
assessed against an external @nj@ctive social reality.

Critical realism (CR) has instead a distinctive apprdachesigning, conductingynd
analysinginterviews.In contrast with interpretativists, for realistgerviews provide

a route foraccessing the attitudes and emotions of informbantsalsofor gaining
simultaneoushan understanding gire-existing social relations and structuregich
constitutea complex ad multi-layered social reality5 d w ae &l s , . [Bt@riedvy

do not simply generate narrativecaantswhich give accessto e s p o rthobwgms, s 6
meanings and experiendayt they also provide an alequate basis fanalysingthe
interplay of social comixt and generative mechanisniferefore, by embracing a

6nomel ativisté approach, <critical real i st



informants but, at the same time, they also attempntdysethe constraints and
resources within which those informardct in their gcial context.They transcend
purely empirical observatierof social phenomenby illuminating the complex and
stratified character of social reality.

Furthermore, in opposition to the positivist model in which interviewers should be
neutral and simply »dract information fom interviews, critical realismalso
emphasise t he ¢ o nacetpitvi eo ni mAcearding te writicalgaalists,
social research interviews constitute an active dialogue betiveénterviewer and

the interviewee and not simply a passive recardictivities. As Holstein and Guum

(2004) explained, the interviewandthe interviewee interact and collaborate in the
construdion of meanings and narrativesowever, in order to enhaa the depth and
complexity of the accounts being developed, their interchange needs to be inwkstigate
with the adoption of an appropriate analytical framework, which is able to guide
guestions, frame answeemnd direct further discussior@ntheone hand, as Holstein

and Gubrium2004) explainegthe active interviewer should not dictate interpretations
by being confined to a predetermined ageie should instead pursue tinéerview
agenda in a flexible manner according to the intere w e span€esOn ¢he other

hand, the respondents also remain active agents who, in the process of offering facts
and details of experience for response, constructively add to, take away from, and
transform them.

Additionally, treating the interview as an aetiprocess allows the interviewer to retain
some <control, or 6conceptvar ¢he codirse oluthkee n g 6
interview, as well as to explore alternate perspectives as diverseoaitiédictory as

they might beThe researcher needs to seedoelythe horizons of specific interview



i.e. not merely taking research findings at face value but making sure that alternative
interpretations are subjected to critical scrutiny. For example, he can decide to probe
guestions in order to gainrtherexplanationsto persist in asking questionsdlarify
respondentsodé cl ai ms, to compare and asse
interviews and identify inconsistency, or more bluntly to even directly challenge
misleading comments or apparentruttts.Critical realists do not treat interviews as

a series of equivalent narratives but they contextualize andsdkses in terms of

their comparative adequacy or completeness in dodrst ad develop explanatory

theories. As Pawson (1996) explane nt er vi ews shoul d be expl
i.e. the intervieweshould remairthe expert orthe issues being investigated, while the
interviewee shouldbe her e t o Aconfirm or falsity anc

299).

In order to aBwer the first research question, namely what are the main factors
influencing the development adhtra-organisatioal trust at an intgrersonal and
organisatioal level, the interviews have firstipcused orthe respondendsopinion

on the importance of trusand on the current level of trust within their respective
organisationRespondnts were then asked to commentwhethethey believd level

of trust were falling orising,andwhich factors thegid consideas the most important

for facilitating the development of trug/ithin the organisationBy enquiring about
possible rises or falls in the level of truite authohasfollowedM® | | €2006)h g
suggestion that manifestat®of trust at any single time can only be understood
against the backgrod and history of relationshipand in the light of present and

future issues that ¢éhactors involved are aware dthis allows to adopt a process



perspective(Van de Ven and Pool2005) which can identifyboth trustbuilding
processes and concrete manifestatmfrirust.

Respondents were thasked to commermin theirrespectivdevel of trust toward their

line manager, their colleaguard theirsenior managers, amolexplain whichfactors
hadrespectivelydeterminé the developmenbf trusttoward themThey werethen
more specifically probe on whether they could identify any external or contextual
factors influencing the development of trust relationships with th&éhese two last
guestios aimed to elicit responsélsatcould highlighttrustmechanisms operatirag
different hierarchicalevels of the organisationas well ado identify whether there
wereanyexternalfactors, outwith their control, influencintpeserelationships.

Finally, to answer the second research questiamely what is the role of the Human
Resource function in the development infra-organisatioal trust and howit is
perceived byrganisatioal membersrespondents weesked taacomment on how HR
staff can influence the development of trust within thespectiveorganization, and

to describe how they perceive their HR department and whether they trust their HR

colleaguegfor the full list ofi n t e rquestions, lease refer Appendixl).

3.4 Selection of key informants and participants

Following Bryman (200% suggestion, once in the workplace the selection of the
intervieweedasbeen done purposefully on the basissbévance to the research rather

than a andom or representative samplaterviews were focused on gaining

i nformantsd viewpoints on t hwvehindhewel op me:
organisatios and theyalsohada cumulative characterEarlier interviews helpetb

identify features thaneeded further investigatiprwhile latter interviews were



informed by insights gained from earlier findings. This allowed the researcher to elicit
comments on views exgssed by other respondents whdentifying and exploring
contrasting findings. Sometiraeatier analysis had to bgignificantly revised in the

light of latter findings,while the ceexistence of contrasting accounts could itself
become a focus of explanatidrhe challenge for theesearcher was to empathize with

the respondents and at the same time to assess whether their accounts were honest in
the sense of truthful, to the best of their knowledge, and not deliberately distorted o
misleadingFor this reasorin focusing on dyadi trust relationship, the researcher has
interviewed both sides of the dyaWhen possibleas a meawf taking in multiple
perspectives that would allow reflection on the idiosyncrasy of trust experiences.

The completelist of respondents had to be negotiated with tinganisatios 6
respective gakeepers in tens of numbers of interviewees atigk duration of each
interview. In total, faceto-face interviews have beawonducted withd2 individuals

(21 respondentfor eachorganisatiolp within a timeframe of two monthsncluding
employeesline managers, senior managensgd HR practitioners (seéppendix2 for
completdist of responden)sAll interviews were irdepth and serrstructurel, lasting

between 30 and 90 minutes accordinghe availability of the participants

The types of respondentaried between the two cadmg ultimately a similar level

of understanding was gatheredlboth It has been requestamboththeorganisatios 6
gatekeeprs to include an equal number of respondents from esdlepartmentsand
to select intervieweesvith diverse job tenurdan order to obtain an historical
perspective on the development of trust within the awganisatios. It hasalsobeen
requestedto include among therespondentsstaff memberswho might have

manifested a very high eerylow level of trust. By attempting to include varied and



extreme cases in terms of level of trust, the reseam$mrmedhat this type of
respondentsould suppl more relevant informatiqrmue totheir more sensitive trust

or distrust propensitytoward others.

Interviews were loosely structuréd investigatee e spondent sd under st
their trust relationships develop withher members of therganisation included
colleagues, direct supervisors [ioe managers), senior managensgd members of the

HR departmenfiThe style of the intervieswas conversational, returning to topics that

had not been fully exploreddditionally, the researchattempted to draw as much
conextual information as possiblen order to account for the circumstances
surrounding these relationships.

As Pawson and Tilley (1997) suggested, i
responss, their answers have beeften paraphrasemh more generalized tesnn

order to giverespondentan opportunity to challenge or substantiate their statements

with an endosement, possible qualificatioegteptions, or even further examples.

Some interviewees, particularly newcasieknew little about the hmer evolution of

trust levelswithin their organization,or about the wider patterning of employee
responses; whereas otheoslldspeak about it in a more informative manner, reporting

the experience of fellow workers or claimg to speak for a wider constituency.
Furthermore,lte interviews were sequenced in ways that helped ground the researcher

in the contextuateality of his fieldwork sites. Kowing about emirical and actual

events ofthe wo workplaces mearnhat the researcheould probe more deeply into

key management a Respohderisusuallgknewwa greasdeal about the

salience of particular mechanisms in their settings, but not necessarily eontext



mechanisrroutcome configurations, which tlithor had instead to unravel through

a conceptual refinement process.

Theinterviews with theHR staffhave also beeconducted slightly dferent to those

of other respondent® provide different angles on the phenomena of interest and to
respect diffeent forms of knowledgeabilityn this casginterviewees were considered
as Okey i nf omonmeprinilegedaccess o atiitugles,anotivasd reasons

of the other staff members:or this reason, HR staffere informed of the conceyal
problematic of the researth allow them taappreciate the distinctiieustlayersthe

aut hor was seeking to investigat e, and
explanationsAt the same time, the author was also very aware of the fadhthat
might have provided polished edited accounts of their views and activities; therefore
he was concerned to do justice to the accounts of alldenmdents by subjecting the

HR staffs descriptions to critical scrutiny.

Given the sensitive nature trust relationships and the fact that respondents were in
continuing relationships with the other members of staff they were informing the
researcher ora confidentiality agreement hasso been signed at the beginning of
each interview, stating that thesearcher would retain the data and mtevho
information which could idetify any individual employeeData collection was
considered completed once new data no longer significantly altered existing
conceptualizations (Bryman, 200dnd substardl evidencewascollected to indicate

conceptual saturation.



3.5 Data analysis

Al I n tdatahave leeenecdrded, transcribed verbatim atiénthematically
analyse into codes and subodes that related to specifiources of trusfThe codes
emergedfrom the data but were also shaped to a degree by the topics proposed in
interviews which built from the literature review and the mudével analytical
framework adopted to analyses the development ofarganisatioal trust inthe two
selectedorganisatiors. The analysis involved econci | i ng respondent
andthe contextin which they wereembeddedThis meart to recognize and analyse

the most recurring mechanisms influencing the demknt of trust at the
interpersonallevel, as well as identifyother organisational andontextual factors
widelyinfluencing the development of 8urelationships within the two organizations.
The findings on the HR function have also been thematicelblyse in orderto
investigate theliverse way$iR staff were able to influence the development of trust
within their respective organization, as well as how they tended to be perceived by
theirothercolleaguesThe findings are declared as accurate depictions of the contexts

and phenomenstudied, respectful of the limitations of the data and access obtained.

3.6 Generalization and limitations of the study

As Sayer (200phas explained t he search for &égeneraliza
assessment of how extensive a cerg@ime@nomenon is without offering sufficient
explanations of what produces it. According to critical realism, the process of
generalization should not be confined to the empirical domain and exclude the domain

of the deep structaes of reality. As Bhaskar (I8) described, scientific generalization

should largely refer to transfactual conditions that lie in the hidden essence of things.



From a realist perspective, explanations can be generalized from a singlehease
generative mechanisms can be found to be operative in other locations, having causal
powers that W be contingently expressedeRults are generalized in analytical rather
than statisticlempirical terms (Yin, 2009

In other words,tiis possiblg¢o generalize in two different senses, i.e. in the sense of a
generally occurring empirical phenomenon, or in the sense of fundamental/constituent
properties and structures. The empirical extrapolation basgdioctionis a process

that draws universallapplicable conclusions from the observation of a limited number

of events or phenomena, without leaving the empirical level. On the other hand,
knowledge about constituent propiesf or transfactual conditionss obtaired by a
process of retroductivieference, which moves from surface to depth, from the domain

of the empirical to the domain of structures and mechanisms.

To describe the process behind this last mode of inferencehaddrefer to the
concept ofabductior® The foundation of abduction is the ability to form associations.
Beside comprehensive knowledge of established alternative theories, models and
frames of interpretation, abduction requires a creative reasoning process enabling the
researcher to discern ations and connections not evident or obvious and to formulate
new ideas about the interconnectof phenomenaibduction differs from induction

in that we start from the rule describing a general pattern. In social science research,
the rule is a conceyal framework or a theory, which we apply to be able to understand
and interpret a concrete phenomenon in a different way. Social science analysis is
essentially a matter of using theories and frames of interpretation to gain a deeper
knowledge of sociaineanings, structureand mechanisms. Following the abduction

process, we build up knowledge that cannot be reduced to empirical facts and thus



cannot be tested in line with the same logic as the testing of empirical predictions. We
identify something whils is universal not as an empirical category but in the sense of
6constituent o, expressed by an oabstrastr type
concept.

In other words, abduction meats move from a conception of something to a
different, possibly more developed or deeper conception of it. This happens through
placing and interpretmthe original ideas aboutplnenomenon inhe frame of a new

set of ideasSocial scientists do not gerally discover new unknown events, but not
directly observable connections and relations by which we can understand and explain
already known occurrences in a novel way.fundamental difference between
deduction and abduction is that deduction provesgbiaething must be in a certain
way, while abduction shows how sething might beAn interpretation is considered

as plausible given that the frame of interpretation is conslder@lausible. Bductive
conclusions in social science are seldom of thareahat we can ultimately decide

whether they are true or false.

As Elger (2010) suggestedhet two selected case studibave been examined
holistically, in isolation initially to ensure that the pursuit of a comparison did not
dilute the understanding of each specific cdsmergent findings have thebeen
explored and the main aspedf variationhave been identified anahalyse across

the two cases. Despite the contingencies of their context, adopting a comparative case
study design aimed to netruct a general explanation thle development of intra
organisatioal trust that could fieach comparative case (Yin, 2008y Burawoy

(1998: 19)explained o6t he purpose of comparison 1is



Instead of reducing the case to instances of a general law, we make each case work in
its connection to other cases. 0

Ultimately, he explanations derived frothis study are fallible and open to revision.

As Lyon et d. (2015, p.1) commented, the richness of the trust research field
6constantly reminds us how no single mett
such a mul ti f a.cNew studiespighe find foe examplé further

nuances and conditions that this thegss not able to uncoveparticularly in terms

of inter-links between the investigatdevelsof trust. The authomlsoacknowledge

that by focusing on the inteersonal andorganisatioal level, the research has
neglectedthe dispositionallevel, namely how personal dispositions influence the
development of trust, as well as how trust relationships might be influbgicgekcific

team angbr group dynamics.

Otherlimitations of the research wedue to problems of access. The findings should

be considered accurate depictions of the context and phenomena studied; however, at

the same time, it is also important to recognize their limitation in terms of restrictive
access to airhited number of respondents ieach of the twoorganisatios.
Additionally, the author acknowledgtsatt he r espondent sé sel ect
the research had to be negotiated with the gatekeepers of theganisatios.

Furthermore, e authoralso needs to acknowledge the reflexivity of his work. The
respondentsdé interpretati otheintéractiorswitho be
the authorwho needs to be able to step back and appreciate critically his subjective
involvement in genating andanalysinginterpretations. This points is of crucial

rel evance in trust research, as a respd

relationship with another actorto whom the researenmay also talk depends not

y n



onlyonthetrustinthapse ci fi ¢ rel ationship but al so
researcher, who for example may or may not maintain confidentidi§/I( | er i ng
2006). In order to minimize such a risk, aseady mentioned, a confidentiality
agreement had ke signed by bbtthe authoandall the participargat the beginning

of each interview. Furthermore, adldllering (2006) suggested, due tthe
impossibility of carryng out longitudinal studiegyiven the time limits imposed by the
doctoral study) a process perspectives insteadbeenadopted by attempting to
investigate the process of trust development without having the researcher observing
it directly. The discussed cases and examples have been often retrospactiyeg

and this could ciae a further potential biaBhe next two chapters present the findings

of the research and relatikeem to the existing literature, before moving on to the

closing comments in the concluding chapter.



CHAPTER 4

Data Findings
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organi zational ©practices, which have posi
enhancing the | evel of transparency, col
organi zation. Conversely, increased busir

instead negatively affected the ddgvel opm

declining budget and increasing busines:
i nasbti | 1ty among ciotnss esqtuaefnft | me nubnedresr, mi ni ng

t r ustti orneslhai ps. Adddat ii mrcalslsya,ntNatuurseu@rtg o f
solicited the introduction of a series o0

i mpacted on the devel ogmemitctoifonramsd begs i

Te chaptecutwihdepgemrsdi ved i mportanrcse of



ofbotShpitClandatNr,eend iwi | | t lpere setomd ngpeci f i
mechani sms i nfluenci ng tthhee deewesloompanhe nti na
organi zatiFomall | yevelts.wil Il present the d
respdaatmawne Resousi bbef dev i o@mmen trwaopfd rttr uosnt

how HRf estda be peatctearg@dalo ymember s.

4.1The importance of rust in the employment elationship

4. BSpiritcCo

Ma nger sitCosft reSdsiesr i mport anceboai nhrube engag:
own team member s.ctAdMam &agerSede DEa iPiodwl ahl
i mporgtiaretor glae s ahtiigohn demandi nggiamgl wornk t

environment :

AFor me to engage my team, there has to

new things and changing all year, we h
were embracing reduced changeovers, we
more flexibility, di fferent hours of w
from all of that t herod Seas ot o Pbed wac tdie

Manager)

Tr ust seemhet @ Gelpraammya ger s to relying on t
effectoimpéleyi ng t heitro phaertki.c oiptatd efears t h o s
manager snowkebycan a continuous Tchoindt aicst wi
examphe case of the EQafietoywyméBHS)HeMNMbBOhhA(g

expl aitmed fioml owi ng comment :

yp



ATrust 1 s very important. You have got
it comes down to your own safety at wo
Heah and Safety and | need to trust ot
away and do what t hesy \vagrrye eidmp or tdeont. . |
successful that people do what they sa

high | ewé EH&f Manager )

Not yomlanagreesogdnidze the i mportaoacwei eowe dt 1
empl oyees emfp hSIiitrdiet Gomportance of having
with both their | ine maennapghea,$sio saenedhavelia c
trust dtohees fbouuinlddat i ons to be able to rely
for protectingtconfwhHeneval weteésmaersy.ri bl

for e)@@ampglhe Production Operator A in the

ATrtusi s very important because | trust

good for wus and they trust us to put

machine well, they trust us to go on w
here, I trust thdem ttor ussada a hgam d o] dkhbe el
confidential. And they should trust me

and if everybody is doing @hegivej bdbbs r

t he management and(thkriondgu cttoi owmo r Q@ pye raabtoourt

Tr ssseteariss@ have a fundamentthael fcoololrodwinnagt icnog
theithnwerviewsddtcompaoys focused their at
trust as a cosom,diwhitahe hd Imeacihsaegg wihraeted f or

suctabsfunctomgamigs atfi drme



Al think trust i's extremely important
organi sédeicamse i f you can't trust your
work on ti me, or devel op a core piece
separately and t hermocdmea stto ¢geentalbd re st o/ od

rel ats owlsihc fps noogpoedr(hdttrr@ c ur e ment Director)

Al think trust i's extremely important

doin have it thed twde kiammpacyi coedecaus

most things, I f yowr domwmiks ygm@ece®wanl dy wi
things on commerci al agreements, as yo
So drhgeanihsaast itoon be bui lt on trust, that

aother person it would d&cthave yt tbaet ,doir
makes it virtually yYyompasnd i$dlea batna cvad r k

Director)

Furthermorreqt tomnlsyt gwaersant ee an efhdcti ve
tashusf uncai®omsa psychol ogical mechani sm f
work of each members of sltafBytdaoaaeg $bege

al so pmewi dg &t owosrdla,s €as bed by the War ehot

Al t huisntk itsr very i mportant. You have to
to say this is what we are doing, this

also have to trust the people working

sure we all go ,i nprtchreo triinggh t e nddi eraevcotuiro, n
sales, and encouraging more méGney to b
really i1 mportant for any kind of busin

yT



have got to trustd weahba(t\Wabotaubaet | pbu

Team Leader)

Very similarly, the Production Operator

highlighted the psychol ogi cal fwlncthewnin

bot h ar guiesdf tfhuantd atmmeunsttal | mpor teafnfcecttioval
with t haend ttoeameani ngfully work together
ATrust is very important. You have got

wor kers because you havd got ttrau swo rmko stt

everybmalcause | think you have got to |
wor king with and i n whBaetc amnasnea giefmeynotu i cs:
trust who you work with every day, the

you have got to have trwWwtPngunyebabnpe

Operator E)

Al think trust is absolutely critical,,
values that a company has. |t i's I mpc
company to do your job wéalihgsTrthat icom
up when the company is setting the ki
wants people to operate. I think trust
it peoplliecfent ? &f tyawwtc prdoploe,anwyduthiongn
real |l yy? cawmeryyobody needs to work for t

(Gl obal Archive Manager)

yy



4. Na2 ur eOrg

As for , Spaihrev tictmteed st aff memhueandd yofcoMNdt um
fundament al i mportangen@atatbmd ptet wiotnfail n atn|
organabkatTeheea |IQper ati ons Officer A and t he
emphadfsioseexdamplienportance of trust to ens
when dealing with col Ireaduwsos thiogaidtiingihsdtreah :
r ecebnetcloyme i ncreasingly important given t

wi t hiom gtame sati on

Al think trust is verwtimpoyobantreYasknm
adviocne somet hing t hat somebodriyr eics gi
i nforédmand oanl so i f you are going to spea
to one of your <coll eague, if it 1is col

keepofOpesmwmati ons Officer A)

Al believe trust is very ilmpcorsernvi.c eTh
working is as flexi-bhiet aswpoksnd!l eAt wa
in ti me, you <could be working with sc¢

or ganiasnadt iyooou need to rely on things b
rely on people being open and honest wi

can actof&lflify cdient Government Officer)

Similarly, the Advice I nformati @O@hf iOddrn ce
described the i mportance of trust in ord
well as to allow staff members to both wo

required:

y ®



Al think trust i's very iIimporngant, I t

rel ationships i féwiotuh chuatv et rt wsuts twea nc guelod
do probably a | ot of our jobs. I think
can work independently when needed, an

bits of workt Wwepowheegegothdthat hey wi | |

(Advice I nformation Officer)
Al think trust is hugely i mportant for
do better if they are trusted and if t

i f people tresantdhehei maoabkeeagues t hel
position to raise any issues or to di
make i mprovements. You can doothat if

(Recreation and Access Officer)

The DirectomatgerSampottheMa&d R Buisn sitesad Par i
the specific Iimpoartagmoe dohgttost hmi glytpe:
considered. I n tshetheoy | Dew agdabmoimmpdr t an

of trust towar d ocssuecnti eobrb ymarnaanggeamepgnst hithheem n

i mportance of trust toward | ine managers
wo ki ng and col l:aborating with them
Al t hi @k itnrpuosrtti @ scedepwa&mdi ng on | evel

organi sé@&si gou get tor gaeritsagoudrervelli a mc
on how senior ma n agreqg asn i, asraehieo ntnn antge gtil
decisions that have been made, becomes

down tohganisabheohrust dynamics i1 s far 1



you and your i mmediate | ine manager, C
t hat team. It becomes | ess reglkevant wh

picbob@ieectorate Support Manager)

Al think trust is quite iIimportant but

wi t hiom gtame ssaoiment echni cal specialists,
corporate services, and some managemer
di fferent | eveflfseroefntt riunspto,r tiatn chea.s Vee dic

management team to direct and gi ve L
organiissatgooinng ; and then obviously the
di fferent uani g aniwnsilmtthiommkt teoget her, t o

del what we neteddR oBudselnievsesr .Partner)

As it was the, ctarsusspgfe oais®dpu raesDiCagi cadr on
mechani sm, twhhei cshucaclelsoswisu brfancshbnobohgsof e
the Environmental Assessment Adamplsa&si saad

the oeabornadfe tthet fiohl owi ng comment s:

Al think trust engenders good quality
empl oyees onr iymufrast afydy trust your bo:
working conditions, it engenders good

out come. So d(EnWwim&knment &l vAEadedssment

AT her eon gamias athioaunt trust. Wel |, It hink
have some | eovceganmifsahuagsi oaango very

qgui ékltyhink, if you don't have any | ev



going to happen and yY@Exweculndl!|l duer dy u

Of ficer)

The doating functi oo opertatoe et bstecemmpsh |
psychol ogi cal me,€ o a n ieswaeshd | €he ssc rwabsed by t
Officer C in the ffo¢emphwabhgw ehrmmetq wii, ged er

things doneeemgsupmpetlhe amona@l «& of the orgar

Al think trust ios ghuoandadmewhtianlk itnh earey a
ways it is really important, jobs can'’
to do wbkelrsbas also, 1 f you can't tru

wor k then mord(|lQp ebrraatkieosn doofwni.cer C)

From an operational point of view, the Cc
onhow tcraastt aganakaffil aeo urhiengcorrect sha

information and | nopregdainmag atsh e aofsar mat i on o

il suspect that trust actoggani gagl ae i
functions as efficiently as possible.
you work with then the t eoarng adnyinsaartiicosn
are going to be undermined and peopl e
will ended upsiwiotsh tle amsl ieséaNelitairgeri a

k nowl-beadsgeedg a n iasnadt iaondn ot of what we do i ¢

so it's very important for us to share
i s made available so thatt lpaetopdepeaermads b
on us working wel!/ toge@t(lCeornt andoug us

| mprovement Manager)



Whil e the Uni t Area Administrator and tFf

i mportance of ‘trust as necessaragtnaechani

t asks, acbtwHdilfli ca se mitcokd @i Piro@mc esses:
Al think trust i's very important, t her
order to delegate tasks. There is quit

company to didf defdértr emftf it e@asnsam or fi na
So we are being given the trust to run

in accordance wi t.hp W@ruiitd akrceea afMmddmipnoil sitcri e

Al think trust hel ps usevtiodegrett tthha tn gtsh i

don't get done when there is |l ess trus:
taken so quickly, people always asked
particular <c¢cl ai m, and sometimes they

providedt hdbyecmaypenot trustd(Pwibgreectt hi s

Manager)

From a psychologi PabgpamnMaonager eavndt hhbe
Devel opment Officer highlighted the i mpo

degree of integrvayeaerdptoyekbertm achi ev

Al think it's iIimportant for management
peopl e whoowgeaki 6dthieblkee needs to be a ¢
of integrity within i ndinvaigdeunaelnst, tsoo at F
degree that they are doing téde right

(Program Manager)



Al think trust is key, it is crucial tc¢
obj ecTtriuvsets .i s <c rourcgiaanli swa mhiphbiony ¢ ehse need t
that they can trust the company as t he
empl oyer we need to know that we can t
are asking them to doo(Bearini nigs aalds c

Devel opment Officer)

Similarly, the Operation Officer B and t1
i mportanderofbrodathe smant antdo &lmgd ¢ pedgseach o

interests and @ orolsepect each ot her

Al think without tcusbdtnabeoampaeyemphapt
got to be able to trust their | ine man;
to |l ook out for the best i nterest of

team has got to be abYeu tlondw ue\ e rtyteh ir
hast gtoo be based on trust and i f you
rel ationshi p, i f you donbtOpanvat itanust

Of ficer B)

ATrust i s theorcoaeiwoatkisal @ tilhigshmaXi mu m
it is cruci al because we ocragna nti sfautnicotni o
can function without empl oyees, and th

val uedornganihsdruen has to work two way
to feel t hat t r lue yoerldgaavneiastiadt iisoal ued t o wo
effectivel y; and | i kewise management h

show to@uBrtadeoUni on Convenor)



4.2Trust mechanisms at the personal level

4. BZpiritcCo

Sever al respondents confirmed the existe
devel opment of trust on a pé&gEsnenalonmene
Health aBHSSaAdéviysdriwe omemeomedyery perso
start | o kigs g loalkne ttthreusftol | owi ng comment ,
emp h asfiosre exhaaonwp | einft f eprepresrocnea@taiso g i f i cant
i nfl uencd atfHe preanptelregsiech § e@®rsd t her efaorree how

going to attemptatti onlshi lpd twi ot it t he m:

Alt depends on the individual, peopl e
to perceive trust differentdryal Peepl e
things and what dépeeso ptl reu satr emeda f fteo emnh e
own perception is going too(nkakSe you |

Advi sor)

I n teremsomfal p,ditfifeertemnsbeesnes recurring fact
devel opmeamltatoif on s luis €8s, pvd a ihifi hneordddliav ietr ed by
the reswionldiemtthe company. The Manufact
recoghorzedxaimeplneed t oddraakteij @ mn tiodgsiadres i

i ndi spduabwhénttr ywisng gtad ei v o fr e spesdcti ve

Al think there would always be variati
people perceive tPesplenexdpddter €énusitwe
di fferently,. tB8ofeebndibt gibbuythlaywms ias't

approach, because you have individual

tbp



going to get a consistent gauge acros s
and personality of peopl e. I think it

perceont Mawflaec.t uri ng Devel opment Manager

Similarly, the Procurement Director descr
j ob rpbtsgs ommrs withinenta&i lcodiipfame rdemety tloev e
their respefct respadrgtiriese |fifteiresnt amd t i t ude:

members covering those rol es:

Al t hi nk your @roganiisoehtlimeerhbesa what you
in, or what you are prepared to believ
a different l ooking |life to me, becau:
want to be paid to maxi mum and they w
devel ohpiyn@,r et not | ooking at how they ¢

i n drhgeani s dthieyn are not bothered, SO Vyo

trustongganihsatoawlnd suggest. They are n
trust, they are notlbokkhggjuetdewvebtom
a day job and go home. I may sound qu
sounds reality. Therefore, your posi ti

whet her yoel dpverainad datw ayldou woul d dev.

(Procurreenetnar Di

Thgrocess of trtustbedusilgninjghs®rewelsp | diyffesr,
manager s, Or senior manager sarmyaen aigrewd laJv e
responstihbe ldetvieelsoopmbkat iscefesrtsr pst mani mleyd det

by itcheepacfi t delrievseulitnsg i mntdtheiomswqukntl vy



increased responglidhislwawkse gl dinnetdhe f ol | o0\

commenhtost hey Techni cal Director and the Ev

AEvery single timer yamuibdyatdiledln veusnhgi wh
you have said you are going to deliver
and then what they would do if they

responsi bi ldi ttyr.uslyfouwohleaysmpddo aged t o bui |

that relationship, you wi ||l not get mc
|l ess respongi(bethnieal i Dbsteatdor)
Al think because | am fairly new in thi

and ear n otthhee dierlubsyte roofng what yol say y

would | i ke to thiTmok btuhdtd It rcduesltit vyeosut ence el
trust is the ability to handle situat:i
frame, and with®h(Ekse n@dgrhdi maittccro)me s .

A good examprlteanocfe tohfe denpapove o i pgoviedadt by
the production opeecat bdbrys bewmo phasmoted as
foll owing commeow,hssksearadedct obedveerlionpg t r v

results and byggseekpiomshaictjedses

Al am always willing to GGeahypy nhwyt béeea
me as a good operator, I am open and h
Il am and | éhyaowe gtaheni rt rtursustby taking th

taking ownershi goton owlat YBewcabhaeet he
people that are here just to pick up t

me i tabout whad It heahknloswhreidgeihtehdtr ulstge



that you WPrdoduptibaerdeam Leader)

Conver sdatyer itehle Contr olnlterracd asad, s ielpd alyeve
@gencyquaynetheead esst a nlcdiilingédt rust rel at
delivering resul ts and acquwirreicrag i Bust hwa

conds tsmmnbaonhder mi ne the posssbwbrthihgyor

mi ght Iroissskngoft heir j obs:
AANn agency driver of 50 years old is pr
trust, perhaps he just wants to come t
and aeé f cfor exampl e, an agency drive
probably we would just phone the agenc

back here. Becaesyey lbifkéehwntt hat he woul
breaks or crashes i©néme sloimeelhy nghatBel a
be tolcdometback. Wh+e¢i enes pewistom, a yowl lwo
to coach him to otwhdkaiendg hiet dagdiem.enTle

and trust o¢cMmesriate Cobntroll er)

The process ofwittrhunseth adgevemisdapp etemtbe char ac
by othemechWwpaeassmé. The Manufacturing Dev

for e)amplae Ga npaogseirhiaoe w@may i nfl uence on t|

trbgtentailing a unigqueslsendiodratexgpect at i ¢
AiYou expect a | ine manager to be able
resolve certain situations. Il think it

they are always viewtdexme at astliigrhtfl ryon

woul d vi ew t rBuescta uasste pyeceur allewaeyls expect

hy



to do more, there is always an expecta

situations, to tackle difficult probl e
anidt i s something that you really put
that structure. And i f it doesn't happ

rel atopoMahufpacturing Devel opment Manag

The foll owing ©dmméret sputdewodt iiteome b p @r at or s
instead the importance for manageqsi oy b

welthasi mpdr adahoei ng danwteadtamyh heeégr sabof c

ATrust shoul d alrwaydaocmwehnectblué taegretdal b g
appreciated my boss telling me that he
for me that Il ncreased the integrity t

together to trd Ptroodruecbtuiiolnd Cpheer attrours tB.)

Al t hink fro, yd@u odgaent atyour boss on your
ti me, you want him to trust you that vy
standard. My idea of trust comes from
without having to comi nbpw ktohoacth entyk beovsesr
has trust in me, that I f he puts me in

and & haltaln lask of Poand gdéni @atho 10O A)

Equal Pypcuhemeht gbi r ghttealn d eh eo fi niipedtre gr i t vy

warned agaknef thbefusi ngt ytphei sofwirtehl aat ifornis

AWi th people that report to you, you h,
relationship has to be buiAlst aomainmaigeg:

you hadwd ldo the relationship on integl

b



because at times you might have to hayv

you do t Watt,heydur olswirlemgnt Director

Furthetmer eMat eri al Controll ert haklisgoh e c o mn
hi erar chilciarne@nppogseirtsieqgue r gat tt he samen degr

devenlgoptirust ,agltalte omashewssobot henat es:

AWhenever I ask something to my | ine m
travdvt he would dodi tt hemeangyug ® bi fi she mg
he wants me to do something, | will al
he would then trust me . I woul d al way
Whenever he asksalawaqgyuse sttriyonma kli nwgo usl udr e
hi Bbut trust needwhéeémewer kil baskh hkiamst o d
t hat he neeédsomet tdoendsbiral mays only one
He wi | | al ways ask me and | wil/ al way

hi m, it is ,hbat &leways thendoss. (Materi.

Di fferdmtel pwyrocess ofsdmiucsrt mer aagd resa sshea epnas
i nfl ueathbreercthyani s ms, pt echawi t W & sledo cheynt r &
senmanager s within t he company. The Pr
War ehouse Team, L eeaxdaemp bdee sscern iboerd nmaai nnalgye r s

truduetdhieoi r capacity otoebbhagti vely runni

il think you have to trust [senior mana

who pay your wages, so | have to trus
businesses, moving in the right direct
can't i mpact on tthreuns ts oi nl whade tthoe yh aaw



(Production Line Manager)

AEverybody has got their plardee toe il ary
managers on a day to day basis, you ha
are actwually doing what i Wwkat diovedh
you the kindtofyowmomfriedemcaceaiatthyg here f
there has got to be that | evel of trus

are having with td(@aWwarleehvoeu s eo fT enmam alLgeeanuee

Similarly, sever alk npmwad e u @ te id o ma @pgesreantaoceres

guaradateertain degree of job security wi

foll owi ngs eolmmsdaectagritmhyn else v e | of trust tf

tendevel op toward their senior manager s:

AThey are depending on us to do our | okt
get us orders. So | think there has go
to think that they are doing a good |
because i f theydajebnotoudoijmdsacan all
So we have got to trust them that they
trust that they are doing the best that

For ourselves, we bO@Rreo d&yupderitasinotrdi iEpk t h

AThey are the ones who make all the de:«
t hefmMh.ey are running the company so you
to do a good jobAmdnnhey ahe pompiamgy.t
you to put ogmdodfpheadgu dtowwe . kept me i n t

15 years and | think they will keep me



always had to trust them(tPh@atdutt wonol d

operator C)

Al do trust them tolberusyi hbpedchotnonghbeh
do as good as dlhleyl caaty Mdapactf @inldy t dlalt
can ask of wus, to comeTo nstaayd idmo tthe |b
woul d hope that they ar eordga migssathieom i g
pretty safe. Everybody id&( Parlowdauycst i goani n g

operator A)

Conversely, ot her respondent sf nbarnuisfte stt cewl:
seni or managceernst odauke wtiot htihfeherh @ nonemp a g al t
and Safetaya@EHSganpl amge sselegy gfeotre de X dammpg | e

senior tmamdagtes sbe untrustworthy as they s

~

Al think 1 would trust themadatotrdwstthei.
them to have an open and honest discus
the wrong thing you will | eave to regr e
With the ppopite B a&ahwaye tell them wh
think they would be trustworthy on the

conver sat iolrE H8 tMa ntahgeem.)

AProbably I woul d not t Bsu stth et hveary. yBoew ¢
become wheéo ybatgsetage, when you get |
doin t hink you can afford to be honest ¢
bad things. I feel at that | e&el we ar

think things transmitodawnhlaer ¢ heegr ywaw



to hear. You cannot trust them purely &
what they have got to do. I fae e | when
really be a trustful person because yo
t hi nogus.ar¥e at the top of the tree, the

t hem have @RI amt bEn ¢giardeer )

The Materi als ulgegaansntsetekhadder a | atlkweeh s$emiso
manager shavaent nmed gsaoc as cadi nlge wH Hterca rss loinp 4 oan

the company:

AiDi f ferent powers do pay different inf
woul d have for peopl e. I am probably |
senior management, b ec auster usft seeand ho ro tn

orddin think they trust each other, so
would trust them. Trust is something t
t he 't oopr goafn iashagt iidn you se@r qqaniadheet itomp o

| ack ohenrust fitterd nabdrtghabne. svady odo wi

(Material Team Leader)
Such | ack of trust was also directly conf
managers, i.e. the Manufacturing, Devel opr

and tbewrRdm Directotrwo Tdedadroitbimeed f ol | owi n
commgmaw t he devatsalpemega tiionfpealict ed by a ser

of politiyedlly geemdéotplnponagaesper sonal age

AWi th my coll eagues, the senior manage

trust but there is also a degree of w



some other perceptions is that there s
the company. Saon terxutsetn ti sb utth etrhee rteo i s w
welTbdayyr rtghae iissatpadimne,t ismarle peopl e have &
more on a personal | evel then on a busi
does affect Il evels of truwsstthlerwowlodl! g
have been morerganppgétat wotah threeart but
changed slightly. There are probably mc
the i mpact on them personallygd rather

(Manufacturiemg DAwealgepm

Al would say the trust i's not t hat hi
information, some people would probabl
necessarily a way of engineering or en
be careful abouterwheeto py ®u day hti ko twhe
pol idrigcaani satirgn pol i tical to be honest
organivwoaulidnnot necessarily engender t
culture of trust. |l think hierarchy wi
up the hierarchy. | feel conformable t
here, discussing things completely ope
talking to people outside, who are pro
(Technical Director)

Si miyll atlber &ment Diredttdmweaecdinsttirnghiagred dat i
hadkevel opedf ivig egphe enriss, oafnd more political

devel oped with other senisorhenabgaugertserbas



AWi t hin the company in here, I think t

advantage that we have is that we are
clear goals, we have clear objectives
the overall i mplrtgspeoplieesdbhatuatteach
if I then consider other arewmsrlof the
a |l ot in odaaniebdighiiamk erlse trust there

of the teams are very padlintei cdal baend etvh

that they distrust each other. I bel i e
trust is involved. And | thin& politic
about how close you are to the politic

beinmaguv e, the higlhegaanpsygwowuegepol htitbe

t herefore proo(bPabolcyurlearsesntt rDi gte.ct or )

4 . 2Nazt.0r g

As for ,Spgihrei tsGqpoeciofviec e onbmbesrtsa fwi ®©hg n Na-
seeths significantly inflTlhen O etrtadg i bev OIf d p
t he Corporate Pl annfionrg ednampylse fdolshkt o wigm g s
bet wemml gwbes detvredstp by producing good ¢
const anitver idrednd emaitivehgoe rrea i n ltyr udsetv eblyo pt ak i n

of the needs of t heir team member s:

il expect everyone to do their job well

So for my <coll eagues, t hat i's quite s
consistent work and sharing it around t
being a good manager. For my manager



them to manage wel |l and that means not
but to be proactihe,tteamhfoeembset nerdt

(Operation Officer D)

AMy productivity is high and if there

perhaps do not have the same commit men

get an issue of bei ng m@mmbd\wi deo ytoruu swi tt
guality materials you are | ooking for
individual that report to me to provid
that I1éOnedquier @t her hand, with my own |
t o make dtecarsd omesstt hfaor t he overall un
that he is having to balance competing
and | don'to(@Gerepaddt efPldaremi.ng Anal yst

Fodusgy speci friodlltiymeeonrggtelee Qopne rGaftfii cer A a
Conti hmpuevement Ma ntahgee ra vhaiiglhal biighitteyd and
owrn i ne mamsagtehres mai n f atchteor d e vdeel ttoepumeitti n

relationships with them:

Al feel that | could @oyteqgmeeawgt h an
work related I ssues, you know it doest
wor k, always would stand wup for you, t

trust my O>( @Qree mathiagrerOf fi cer A)

AWh en | needed he wasa!|l whwaydbeehewe | | hea
ti me and has al ways been accessible. S

a good true(CortiBhuonshl mprovement Man



Equal lEynm@ i r onment al Adessgctsimeadta ppPpdwiachabi l
suppohits odwn | iarse trhaen arggiors i tianegfelbuye nci n g

devel opment of trust toward hi m:

Al am very comfortable with approachin

would respect my opinions and he would

|l ame quanfi dent that he would act i f |
my job. | feel he would support me, he
t hat support, SO I woou(Ed vitrrounsntie ninwa ||

Assessment Advisor)

The Director athei ¢Shulpipghrttte &M ainmasgdkera tmaem @ @ efr G r
of pr otvrian shpgar ent and haoomde s bf cdbmmunei ogt

devel opment of their own team members:

AA | ot o f it i's about knowing and und
capabilities of your staff, giving the
where you <can, so they kind of trust
devel oping them. |l desstaboditndkneadcimgotah

knowi ng what people want to do and are
having that open and honest communi cat

positive consd(Diurcadtver atre t$wcp porst. Mana

One obr gddamredés aptriocogarnaasggeermd  t he Conti ntuous I
Manager al so c¢ommleinmanda goentt st hieeefdach a1 it hrtae n t
towar owthreaimr membreesd viletreypec auéef whaabt hey

pr omios et heash etye areagye t 0 s esaln fwp tchtornigt i e s :



Al think you have to have an wunder st ar

c ommijotr tcoan deliver. As a manager, you
i's not in youlr tghifnk tme adelle veo me tSiome s
careful about that because in the int.

of fice, there is éhd ghin& hhgeghel egeltrat
interpersonal rel ati ons kit me bbaobhesgtou h
about whatantinseacteisosnar i |y can commit to
conversations. The most orngpaonritssantti ofna ct
actually being able to say what you ca
somebody | atmhigoi agd tpwyowodon't do it,

under mine trust. (Program Manager)

Al have always tried to be fair, con
tenéda®na manager you will try to deliywv
deliver whaor gsmbhednalieo th&ing i nto a
is good for the employees. So you have
and | think sometimes that can be quit
withot€Castinuous | mprovement Manager)

Furtheribaorée, At e Admisrnir etsrsatdo rt hieea 9 argoeorr t a

oft rieegqual | hi al subordidnbhftesedespi erat bleic

wel | iamsp otrhteanc et oo ft had th cawicnegr t ai n degree o
AThere is very good trust bet ween both
wasn't happy with somet hing or I t ho

di fferently. Although my grade is a | o



an equal. | feallued ads whad ésl@a syagyaly s n &
he trusts me to run this office really

that | will ask oiUmiitf Atrteear éAdimd na spgmahk

A di émte r angdee toefri nfisatoet @d st h e dte vted vwogprmk nd e o
managers. Few staff members c¢l aimed of t|
of effecti voerlgyanrjusnansiinagaltitheas t heir capaci
I n this regard, the Admionimstta iha drylsOdd e rc

commented for exampl e:

AiWe have to trust our senior managers t
w aéyl suppose all comes from senior | ev
t hey know wheorreg atnhitesya tgu@onda nd hwhat t hey \
do, and we couldn'"t really change that
I aél atrust them just really to make t
good foorgatnhe atli ®nrdwoensno emaé¢dy dmot to tr

(dministration Officer

~

il think | would trust them to do the
t he whole picture, | tolrigmakn idshedt yitdima v e t
stadtf the forefront of theiéel mimadstbout t
them t hat I am going to have a job thi
industry | don't know if | would trust
i ndulstgrit haee a job téal sefdormatnert Syesae

Team LDeader

Converselgy,oup lodrgespondents mani fested



towardmasreage@es t o severlan tohtehefrolflatccWieonrg .c

Externab PBuhdcer,fdirs teixregghpilesshre da hi gh | ev e

senior mapeaegeda slkrewel of trust in their m
i ahdase to have a |l evel of trust i n ma
Whet her they in their heart feel t hat
i ssue. But certainly there isso ai migh |

that respect thmeewitshnosemiseuemandaghgems!
of their | evel of expertise in their s
trust their style of management , t hat

(External Funding Officer)

The Operation Offittcead Of ameah iCandomadn egle §y 5

of their will iewngtn etshse tvoi eéwsuloyf rtelperiers st af
Al trust senior managers | ess today. I
when they do communicate. | thieygk what

are hongt@fserati on Officer D)

ATrusprabsably slightly | ower t han It
organihsaast i ©@lni ghtly | ower mor a-be and mc
years ago, that's quite noticeable. I

manager s r epr e ssetnaf(ifdgge rt ehtei ovn efsf ioder C)

Similarly, the External Funding rodifsedkr
seri ous csoenrcieorn Hroa@@mangi e rn < a,taina@mt hsdtigro k&

i nvol vemammemb é Htsafdf: s



AOh, trust éiwe &dalvet gwor $® | énphraotve comm

you are getting is snippet of informat|
is when, if you I|ike, misinformation s
peopl & duonrd'er st and t he message t hen
mi si nteA plret edf it i s about communicat
honest and open about the issues and w
way, then people would fyedomruniOnat é e
the more distrust there wild.l be. It hi
don't feel that the senior managers ar

i f yoEXxItieken.al Funding Officer)

Al don't think tleére |Ii skntolwats olmevweldy o fw

speaking to this morning, a more matur
wh at she says, senior management wo ul
do...we roughly have about 30% of peop
out andils stwere than a | ack of interest

they are not goi ng toor gsapneiwsganttisonmeo s®&y n
to them, they amweltphreoyb avbillyl tjhuidntk ignegt o
anyway, there i S n o poi mt( EmMé&i dinevrotl v i

Government Officer)

The Recreation & Access Of & g ecveary easl esmoi oa o

managet o tuwesked of t he dwofeaxcremastei dm otmhdyheir

AWi t h snamiagers we don''t al ways know e

thinking and we don't always know exac



So it's not al ways completely clear w
managers, we don't real |lhyi mkavteh & yh ew omhlod
trust us to give them the right inform
them as they see fit, but as they see

thinkR€cgeati on & Access Officer

The Directorate Supmortte aMa rha gsebre bmaareiofness toe

senior managers amali csmplrl@ewatslaerya btneersd t o

AfiSometi mes individual member s of the m

di splay the values and behaviors t ha

orgasmitnonheir dealings with other memb
can someti mes cause tension. So you ge
organitsoatmackne unnecessary demand, or tc
t hat woul dn"' t be acceptable if anybod

probably the majDirr eicst soreatvei tShu ptprouwstt .Ma n

While the Operation OfficetorB alnlde gtelde sl
managers of pursuing personal agendas, be

their stamdkimgdgroce e s:

~

Al think ten, fifteen, twenty years ag
today there artehattod amenyopedphlea r own ¢
not the people you work with on a dai/l
with the management team.. .|l don"t thi
don't appreciate the knowhttfigehand, t hp.

they don't trust them enough to make d



to €hemhink there is a general consens:
decisions that the management team are
the bBtafol. say t hat there is not a gr
management team because they are so re€
that they have made they don't have th
have put policies and mptroaeyutesthe p

interestoo0®pemat isamf®f. fi cer B)

~

Al think the general feeling is that s
be that people don't know enough what
the reasons whdye dihs inggnéswieaarpbga ehmasdbea f f s ur
in the past and the results were purel)
complaint is that people don't see the

whast goi ng on ao( Wrhiet hArgehae rAd mivreilst r at o

Simar | vy, the ExternaEnwiumanmgntOdIf i Axg e sasnr

al soridlmesccertain | ack of tbhecautshepwarfrsduiste n

politicallraglkndfesd amfdipbbeti on to the 1

tdr Scodvearsrhmgnt :

AThere 1 s a | ot of peoprlacifsteer 4 yé@ats he
noamand most people would bl ame managem

the requests of ttk® S$Shetrtei sk @mv eirsnsmuee

suppose it comes with the fact that vyo
t he peopl e it'®*amhesuamkin@mag ementt ot t he
Gover m(Eernte.r nal Funding Officer)



AAs soon as you get to sort of senior
di strusédt ceonseesniianr management group See

exactly what 't he gdoov errantnmeerrt twhaamt ss otrhte no

up rMame say this is what we think we s
sort of compromiseeéllthdo&shheysbamet a
agenda, which we don't have, and | am
t lye want toor gtaankiiessaottihoen same as where | W

or ganitsatgiogn or some ofondeaenisvathibamwoul d
So there isn't that same | evel of tru

out coo(Ebrevi ronment adv ipssesressment A

Equal tRheBuisi ness Parthreer | @alckoomanirusst € odow

managers, recognidd egguhaperssoamealo fa dgeinedm :

iThere are certain senior managers tha
wouldn"t trust at all. Whereby some se
straightforward, others | think they h

pl ay anfdortvwowd il kBusi eeys Partn

4 . T¥ ust mechanipenssanal hleevealker

4. BpiritcCo

Thjeorbolce u@i ed by sStpa friinhCeomther sleavte | op ment
by factihetarne pgd iyfpiesf of rel ationships. | r
the Production Opfearateaermmpnde hf ethleatt edthd fdfi

membéosom th€&€l ebopwithheyl| teaguwistth,y amd e



weakeroft ywped ati ofm®himpsotihbedrlb agues WwWoreki ng

of f( ceenvi ronment :

Al think therethemadmwoheyass |lae riswo@rtk ilod @ r

and people working in offices. I f you
amome tof fice staff because they work c
these people al/l the ti me, we don'"t r
trust in the shop floor wildl al ways be
with anybody hi glkemwouk, nlged awged hewe and

everddpProdugein ainor©O E)

Similarly, t he Procur ementtweBinr eccltoosre ap es
relationshi ps ail n otwh-t-ongef fdiraee ,a |lwhcim@hmmooarn &€ at
di stant and remoé¢guitypmgandr ebhdemoaé, of

communi cati on:

Al t hd nkasiter to build a trusting relat

with a distance between peoongl d.0 lothei s

basi s. Il n building trust and building
of i nformation and evidences: there i
communi cati on, there i s phone <calll con
i nto accoutnognef aommunokcati on as well . W
that has 2500 miles between us, it ten
requiedardeéer communicati on, more dire

basogdP.rocurement Director)

The Event Cohoeroddiuncattioorn aQipde rtat otrh eC ucefse@r i b



that a specghtchpeb ool ehe devel opment of
manager s. I n the foll owi nfgorc oenxhamp |,heetr h e
previous role khaslpedvwontad dsselsdopnad cert

t oawsdeni or :manager s

il used to work in an assistant rol e f«
their assistant went of f and | had a
probably justhatuetrthemxpeomence on a
never had an interaction with them giyv

never hado(a&mnwy nitsss «Ces.r di nat or )

Equal IPy,odtulte i ond ©Operrial odad€ove | mped trust
seni orr snalmymwgleavi ng t hewiotplp,@amiidggm btvy ngot hentn

on a perscralerlaé¢vegleafrsr

Al have known a | ot of senior managemen
say | truprobalkimy trust senior manage:l
somebody that has only work here for tw
the senior management team. There i s r

woul d wal k by me and say wholis that
have probably butl bvarbéeheeyehesebyofe

them and speée@Raddugc pteowo athde@rm.C)

Converdempnsatstlae edoblyowi ng odmménbonf Opmr i

D, when a not albl ewd®®®f iwditeints einn toer aratnia
detrimentally affect the dtehveemhi:opment of t
Al don't really have much dvier edcotn'deal i



see a | om hef s hdspomiel coofr t hem | woul d tr
know them well enough and | have not he
to say that | would trust them all hea

enough odfPrtodemt i on Operator D)

Thi sd Blwsecmnfirmed by the Technical Dir ec
empl oy eesso tt hlma va&ndtiergeucltari nt ernacgtheog e s owi & h

certain | ack a@af t hegytsdoonoew accodnithrieand:i ct ory m

Al don hi rékemphayeteh woawklid ghawe tnmee s ame
of trust in me or | in them as probabl
t o me. I am probably quite comfortable
dod&sntrust me becauper $p e dtahbelyy pfrroobna btl hy
see some contradictory t @i nngask ef rroena | ney,

sense in tileitrhimiknd.helredon the same | €
be here. 1 think perhaps, quite a few

me , as they would probabld&d pxepbabl yw b

getto(nTgecihtni cal Director)

Besdtchee i noffl uwehnecseeoermadl et af f me mboetrhseral s c
specific charactesi wti bs mo ghhaevaeg uae sfrier daa me
influence on the devel opment of tthreust .
Production Teamflogadcarshmpilignhd dogthefrecde@ rotf i a |

with botrhs tahnedi rt hpeeier own | i ne manager s:

AWi t h my demamtoi himwviempgaorutsanti tt hat anyth

tells me on the shop rfdmairng si.domncnfiind e



They wil |l tell me things maybe about t
may have i mpacted them, buwepsaetotoiurg t hei
their performanakeemenawAnd of ¢sbomgt Mi
know | woul d couknet tfhoart tihnatto, clo mwsoiud edr att
it gives me the opportunity to go back
areée he same is with my manager, i f s ome
then it stays in this room andeyou do
are certain things yoowooWwBPubduoeven kEbawg.

Manager)

AThe peopl e | work with in my I|ine, I
confidemnhthave trust in them t@aat i f |
go and teél ssomebodyit . . .| have al so g
direct | ine managemondas dEirecean ugd st aneh iar
trust hi m. [ say something to him,

that not hGd ngoe& ¢ Piwo dtudcatm .olne aTd e r )

I n the foll owkEngi comment sHeal MAnager Sanh e
the Manufacturi ngebDphatlbe memp di\donadasg eyr o f

G nt dghéenydeatlh exigft lwe & dhu e s :

ATo get trhesntelsytoyni mkegdgou need to be hor
t hat commi t ment to do whdtulyloulr have

commi t ments so when youf unitafikielt .a Amd mi fs e
you Gdamntilthed ywedu daomrust . | tchdrmmk you 1

words. I f you promise somebody somet hi



you can't deliver then you should be h
they should still trust you because yo

theEHS Manager)

Al t' s about conducting yourselHf wi t h i
being openwiapkdo phloen.esitt devel ogs over a
think honesty i s anYomg@oaporaomti spea rtth etno t
earth and thenwinved yed i ovoennotbusayi &eyt
to give themf 0 mbea dh Gpedwa A umick wso,u bh av e

got totimamnageft uaotdtothen Iydiouhawén tr ust .

(Manufacturing Devel opment Manager)

The Senior Pr oduhcet i Wanr eMaonuasgee rT eaamid nlse aechedr

the i mportancesimdppnéaadldi Ggess

Al think to haveréespoett poe havéeéeheo hade
respect you gobheiongedanhrehatebgriybsestdy
| t h® nklbeditng extremeelyl seaah gother how
going, and where we have gopeasbny i ssue

we can, and we thehSemgiree Broedtcbifonch:

Al about providing support and encour ¢

wor k. Because some of the people that
per sonal probl ems, and asked you how
support. |1 do | i st en atnhde wtamitng s tthdtk pr
we have got the mutual & e sapsekc t a nf yobr o deya ¢

down there to do &GodtetmyeglfhaBut asul



have got mutual ,retdlpeudtth efild@Wa rechoiu set her

Team Deader

Furthermbee®r O@pdgecat or B epxraonvpildee do fa hgoow da
honesty, I nt egraftfye atndt hee speeica | tcjpmd ”do | b by
commeentdedichreelceedntt r oduct i opwés omi gihte <hlimfpta ne

t hhadsedédmandl ed by senior management :

Al domeally trust thehesgindroamalmay ageaem t
tell you.the fuwlilstk $sthomk when they get
don t el | you the full sdtoGnr yr ean | wh y ryu
t hem. For example, with the night shif
the times. Now we work at half past ni
paid overtime, which was never done Dbe

companyfobo WwWoatkt he buAs ntess YyYasdr €hpmge
production has probably went wp, the s
thisdkai nice company anymore, they have

yoa(.Produgéein anoO B)

4. Na2 0r g

As f oi@eSpihre devel oiNme@trpeofaltsasdet er mi ne
characoér itdttéioonsshaps telrbstii Isd awf t MMeeamych ot
respondenttshééaiigmpongthareade of communi cati on
i nt er peatsioonnasl hirpesl. I n ¢ hgasn dcwaptg mmmtasgoenre o f

commented for exampl e:



AFor me personal relationships and tru

somebody a Ilittle bit then Iream Imore |
know them. I f my only interaction with
to do somet hing, I am |l ess |likely to
somebody, |  wo WwlPdr otjreucstt) Mahneang emor e .

Similhal @pertati on Of f iicnepror/A amicghmMmugnhi tceadt |
especitdlolsye isntuati ons wher ee addd ciinseiso nhsa vnee

respected:

iPeople carry out the actions that t h
following through, or andl ehyt tdepy!| air e
doing something. That devel opsf trust.
whet her theyoragmete, wi tthhigtokuushat sbbul 8
up through people delivering what they
rather than just |l etting things slip.
peopl e stthatesls ttrou dyebbngéestleacasys eni ske de
or they consistently misunderstand wha
all the guidahceeantdamdke (TFpoerrtacthieomms el v

Of fi)cer A

Whil e the Senior &#dKRkBowi edgesdPuakRrbébDPEt @atisin
according to the gspgacdifoint calegewe Imegdfo ud o ndmu

projects:

il guess at Gdidiiffefreernetntt ibneecause it depe

wor king on. When you are ward&iggi og ch



to work much c¢closely and having to gi\

hold their hands, so | guess the trust
not a constant. At times, you have got
who needsntobimngodndnegui dance, then yo

t hat rel ationship beeceeanugsaeg et hweiyt hn eyeodu ta

rmember that th®gnicam HRuBWsiymeiss Part

The Corporate empmhadingges Aeadysthe pit mpgrt a
di fferent a¢gepaliactdhesulmde dienantasmnsager s, ack

that a | ack | afctoral uds ¢c fr etd mw it tolen sthh @ f or mer

AYomeed t o try tthoe psunto eyso uorfs etlhfosien t hat
you, understand how they would receiyv
approach. But you do also put yourselHf

and you maybe approach it sl ingktly dif

of options, and acknowledging that you
manager wants. And you do that to mai
individual doesn't have any trust in vy

directly i mpaothkeono bodGworwooursahtaef fRI1 anni r

Ana)yst

Open communi cperenonamdhiegelsassoe parti cul arly
for the devewioplmeinor omanagerts. Il n the fo
Advice I nformation Officer and thfeorEf fi c
examphat theommpmiovatdi an styl edofditkbet ou

hafsaci | i tvadleadp mehret ddeft hemst t owar



ilt used to be terrible, there was very

staff and | thinkonbBatdehabl eliamgedtdhagti
better directors now. Our previous di
communicative but | thinkorigtaniisad i @inf f

now and t ha(Adbvuicled d ntfrogysma.t i on Of fi cer

AWhen it comes to senive mawagemenah, op
communi cati on, I think our directors &
say-l180years ago, public sector senior
name of their staff, whereas now they
you in tthel K ittda ,yawa il n the atrium and

think that <creates trust oMiBfhf itchengr ol

Government Officer)

Similarly, the Program Manager and the
hi ghlighted tdrees eil mpo mtga rpee tstofnaeénicomt @aan &

or deruittlraobst rel ationships with them:

ilt has probably got better, because |
| suppose. Because when | started, | w.
i nterswct hhoseni or management at all for

it kind of gradually started to buil d
di fferent posts. And then from about 2
where for vari obsablgasgsomudg iineWwgs cpmi ng
with senior management . rSot hlad waulnde . bt

(Program Manager)



Al have trust in our management team b
I e al ways had good wor ki ng arnedl alt i onsh
think the fact that | have quite a uni
that some of our directors aren't visi
was in, | never had any perceptions th
wor ki ng éwidt hwashepmr obably in a better p
what was being done and why they deci
certainly a bopagadaertshaaitie@snoime tskeeni or ma
are not as Visible( @Gentp evawuwlues wanplrad v e

Manager)

Addi t itohtmlvliiy,onment al As sad somednets cAodsveiesdo h «
geographicalenli oc amicaolal gpesfesd hhaesr t o engage

with themefaomde tdasi htgr udsetv erlsolpat i onshi p

Al suspect we are probably JlTuckier he
managers are based here so you do have
just by passing in the corridor for e:

person on a sort of kebygi alo wawyustyaotiea

want to under stand their poition, W
(Enmi ronmental Assessment Advisor)
Conver saed yt he foll owilmd oc oname mtin fSyememb e

i Il usat rlaatceks of suffi ci eans g amnseono yocratnoamna gae

casni gni fiicdet [tyhedr de v eolwaphmemt of trust

Al don't trust my boss, | have very |it



with the team, everything Bhle Isiakhes tid i
debate things. I |l i ke to be able to he
there to do that. And it always has to
rather thanéandn icfomeou ohaise a chance t
you neveghgetnawetrr abBaw Fongewaimpl it be
the next roun-Heofwomud dlu mkeasreay 22ver gi ve

answ@mformati on Sy)stems Team Leader

Thi salwae contfhier nOepde rbayt i on OémpbasthoB ame
| &c of sufficient i nterpersonani tihelsaetniioonr
manadeespresentiassegngfveanthe recent cl

gover®@men easfsfueacetsirmg@a nti lseat i on

iWwe are in a péerredaok ehdogeof new pr
down to middle managers from senior m
senior managers that they want the con
and senior managers pass ¢éwiet mempage
i mmedinat enalniager, it probably hasn't a
because | feel we are close enough to

togethert whereppoai tfd eextxterdemédr,e iltevieds

t hat I had with seni orpimarmag emerutt K eicea
t hat changes have been I mpl ement ed,

communétcadtedext er nal prescssujeb mabes t I
di fficult, and the further removed t h

harder it isihoaot htx(uespre.t @t mamn n®©faf i cer D

MH P



AWe never s ee our management team wher

they came to speak to staff, they woul
t he detchiasti otnhey were making, you felt
they were taking the decisions in the

they are taking the decisions based on

the Scottish Government. To me they ar ¢
are not tr@istinghimé&i what afwe have is v
organisandoset affs don't feel open enou

tedynou can't trust people that you don
that you don't meet, yoaveamant opeunstanp

frank conv@(rGpaeriaotni om tf.f i cer B)

Further mersepgondent s al so highlighted the
confi déantdat obfgonry t he developmenfThef tr
I nformati on Sysbems,i De dm xXldeagiidosdrethb s s | i ne

manage hlaasl whgphared information as confid

iWwe are really goodgyouclmoweilfl i mawae

problems with one of the staff members

and | know he would give me the right
do. I reaol(ll yf arraigstns ehiferam) Leader

Conver s@peyr,attih,en Of facémacBR médhefrested @otai
unianamger, accusing him of pursaoaindepeéersab

informati on:

Al woul d trust him as f ar as | coul d t



and there are instances where he has n
staff...there is not much | would tell
trust him to Abl dMyttaamcanti chgnti ne n
keep things confidenti al i f I tell t he

confidence i no(Mypdndtti dia n@fgfeircer B)

The Uni t Ar eae mphmisnisres r@aaaodr t he I mportan
@ut odtobmeyr wedmpf being able to carry out
col | ®agoal der s. Thpiasr t s eanippdrtantbegireemrnt

shortageai ohemt:aé & m

Al trust my team ob, gketti wgctaotrhyaviotuhth ¢ ) e
the job without me standing over their
me if they need any help...1l trust tha
are supposed to do. So yeahwethbheed t9
have a | ot more admin staff and we hac
year. I | osme mMdb,eafsomwet am to really i
togethert heo worvker o f t hleedffftélomp It e Awle@a h e

Admini strator)

Similarlyjonh®©&f Opeea D considered hhe f ac
as t he maifrd ufeencctinugs tt hr e | a die @ @ $wa ig phd thhi ast ohwe
Il i ne m&mialgeert he Advice | nformatihan @fifsi «ce
direcmanabgad t o devoefl otpr uas tg dwydt &ll dnveenvli b @ a m

autonomy than her predecessor.:



Al am giving a |l ot of | eeway. My wor k i
way | organize and prioritize my worKk

is a high | eveOpeofatirastOfif iguers sD)

AiMy ol d director had a different style

old fashion style, he was more a kind ¢
with just telling people to do things
wor k. Whereas the currentedha®cdotr tsus

with evéaeybodg. ndot t hi s ooarktirnogl laisn o okri

t he pr e vhieowiess yo ngeo oc0dA df voirc e hlantf.oy mati on G

Li kewise, the Admini ssiraess @fmipthaei sahd ot
i mportance ofwaukwg nhdemyr amvdn AisnieXxipaai wnes. i
foll owinghceme®eitne, etesenheml gi ven itnlree f a

manaagerress paergedbr ke hyg r &mo kpedargt :naen d

Al am remotely managed. . .|l have got th
to do the work | am given bAndoh' tanewd
somebody checking on me all the ti me,

t hat ' st o hheeakveey t hem t ewhetreans Wi hlavthoi
in a section in the pastéwherbkbetbeys wea
good relydu osnlsdhulpdn’' t have to do that,

worok Admi ni strator Officer)

AMy current |l ine manager is the Senior
really good | ine manager in terms of

communi catsi oome. wSehteh olmyt wbr kk she has 1t

MHY



my delivery without sittti-oolge dooavmt amfd |
catch up. The ot her -tiisassueweilsl .t hlatt hsihnek
you heekbdave a certain |kehvag whiemgsa st t
necessarfny.trwrksitl eher i n terms of direct
'"s happeni ogHRtBuU shienes g hRarti mer )

what

4.3Trust mechanisms at theorganisational level

4. Hpiqoi t

Respondent@oi df n teipfigimends bnetcih@am i s ms i nfl uen
positively and negatively itdhempdaenvye | olpmet
foll owing ctohmemeWar ehouse Team Leader and
desc/fiobedkahnopw et r ustb d ed/eedosn dtedng & omeraalye

antdhreel at ed t roatime ndegprhfdersf communicati o

managease ni@inl the® chathbes c @ampceaun ytiunrge :

Al think trust | evels go through kind

haphpse in the business. What would happe
in different time of the year where mol
woul d be other times when morale woul d
then things |ikautsruwt gn@ayanwée blei tgeth
communi cation fr om tehfed (usdapreerh omuasnea gleenmenn

Leader)

Al think trust | evels vaoygamsiisdatei ¢ mp

growing, trwust | would say gorg up and

MH ¢



through cultur al changes. Way back in

people, we were |ike a very small f ami
because we were al/l interdependent on
of otrhgeani s 8utoraganihsast gommwn, trust can

become very thin because you have go
operating and you have got peopl e wit
comi ng oirngtaon itshdehieowc ul t ure has changed s
orgias ataaisonmoved towards tougher goal s,
more efficient but still del&vehehigh
culture that needs to change and trust

goes up o HR dBw®a tersesr )

The Manufacturing Devel opment NMemalg etro c
fluctuate according totheéeehiderddreatleindaldelf
comp,ansyuggbati hgwer |lkeeefcoumomd at utshe miiygh

organabkahbhienar chy:

Al t hi nk tr ést varided f ar d mott at di ffer

organiasnadt iiotn i s di fferentéswinmehtiinmedsi f f e

there are conflicting business objecti
pol i tiincgs ogio wirtghainn, stohre oomay be si mpl er t
friendship or | engths of relationships
period of ti me. There are maybe ot her

depemnddag hink probabl oggatnh e alitihpametr r wspt tih

probablo( Maifigehdteur.i ng Devel opment Manag ¢



Ot her staff members DogasaHapnaoctande®npa
influencing theTlhevkPl ogpumemmitonwofLitmne@sManage
Tealmead s uyfggresedimpg!l ¢ he running of manage
as the | mpleevneernatla tmaonna goefmegstsi pri aetl iyceonth

enhance trust throughout the company:

~

Al think trust 1Is risingmbdricCacucler wes haw
at these management couobsésoonea okguha
basis is that there were trust issues \
of those barriers been broken down and

t hbee hava foutrtse i nerogg.Pdaodblbseti anhLine Mana

AiWe have been doing 5SS, Continuous | mpi
Al that involves every person being c
of the production | ine trmerye airrev ovlov &d n

now and that hastbamEveugonheges henvakyv
business now, we all take responsibil i
trust wup with each other and owith the

(ProductLiecand )Te am

Similarly, the Production Operator A desc
Per famrcm Management pSgst épmme(t @®RIS)h hhreasdevel c

trbygtavoar hmngher degree of transparency:

AThere are a |att mmdveeiwnftlhuemgsed ht rust
past few years. GChebaht Peddofronmmcef Sy

example has been a major change. I can



the top guys objectives. | dowlsd go ol
are for the year and anybody can get i
& more opensthavdwhygr thast, tthere 1is

way(.Production Operator A)

The Gl obal Archive Manager anidn gthea dP rtol
i mportanwer loif ng eamdv dheasvd rnigh eecd moafnaooulrj e c t |

the development of trust:

Al think we have built wup that | evel o]
empl oyees and also higher management
together as one team now. So everyone
build up that trust. There is a | ot of
trust each other and toh(aQl otbwill dAsr cthp vE

Mana)ger

ATrust | eveds workivegyago®d team we trus
what we are doing. We do put a |l ot of

trust between managers and the workers

we are all in this togetomeert.hiShog iofr Ig e
somet hing done, it Gsbrobubecatusail |l wi
business and the management t eam. So

together, wef @am et laé¢ | s avmoel keiamdgsn @t, o |t rt uhsi tn.

(ProjectntAccount a



Equalltyhe Procuremgnt z®&dr ebeorwoprekritnea c e ¢
de sbcetdow, desstdae&bl i shing ¢ o narosnonguad atlasn, e otuese

favduwmres devel opment of trust by preventin

AT o o peefrfaitcei ently we actually rely on t
each other, so there is a quite high |
very good in terms of preventing peopl
Pebp with their loewsns atgreunsdtae db ebcyo nteo | | e a ¢
if you have a common goal t hat bi nds

because nobody S perceived o0 as foll

(Procurement Director).

Whi |l €&ntvihe onment Heal Adviandr Shkhif giplgicd lEtHE8 ) f
of weahking, descri bi nfgunhcoowmmhaéad ¢t stee 0 f C

strengt hen itprsusatc rroeslsa tdiegprasrht me nt s :

Al teroks funcaienakaltlemmgood, becaus

everyone to meet up at the same ti me e

mi n. Wel lhatvlee busi nealsofgnand ows fkelmpn
ot her with small probl ems. Thhaets hel ps
on everything it happened the previous

need ¢€tod takeopen and honest meeting a
devel oping and -doeup a rdti nmegn t bartiebaykn aitrhtee r
silos whishohnwoalblet wieeeenn dtifere® ent dep:

(EHS Advisor)

Besi demortkeaargy, the Project Accountant and



recognized the i mportance of <c¢clear commu.l
I n the foll owimigg hckoingietset s mp @ mteaggnce of e f

i nf or madfi lomaralnyd ¢t foil misn@ngt afesponsi bil itdi

~

Al think the | evel of trust i n here |
genuinely worked with each other for a
peopl e wild.l d od@ aédd twhhiantk tihte yc owmoens d o wn
clearly defined roles and responsibili
they are understood not only by the p
people they are hwaovwe&itnlge wad a shi, sdtfhoern tyrows
have that struc@iuhavientmpmleabasi gowpodoaon v

eadhc odbhRroj ect Accountant)

~

Al t hi nk coimmyomacresaeof t en, quicker, fast
to build trulsitnk | d&n daoato rstihte na npde otpl e wi
make up their stories, i nterpret the i
di fferent way and start thinKknwmgtthat
i's built on communicatibwilt,t iits lsasnett

put fofmraodlucti on) Line Manager

Similarly, the War empbhaes it heea m nipeoardtearn cael so
efficacious communi cat itomr opurgahctp rcemse rt oi ne

shari nghaccompany:

AMWe ar e itmpyri mwyge ttoh e ¢ ownmnuhniinc atthieo nwotroko,| st
di fferent things for it. That then giyv

the top are cascading information that



i mmedi ate | ink whatgeer tmeang. .. i nformn
be easily avail able for people, as muc
rumoamd the wee negative kind of angl e
kind of tools there in place omnmow to sh
and everything that is going o i mpact

(Warehousadé&eam L

Amorndineent icoonnemduni cati on practi dag,hltigeatEw
t he padgym mont hl y brienfhsaancwidi cthr uldbdest bgr al
informatiom PDledrnieng i atvedfl ve memkce-md koinmg

Pprocesses:

AiWe do nomo rmmtatvleynabriimefi t the company tr
much information as possible. So whate
i s tlhteadd ofwin t o the rest of empl oyees.
interactions with the compangifand thro
you actively involved people in any de
builds up trust becaushe ydu elravhea nhda d i yf
doin know things then you are always go
promote trust, because as soon as you

tro6Events QGoordinator

The Production Operator A andEHB® HEawhager

focused I hehed dnpwailtt he Gompaeryval ues

AThe company] h awa Igtwolt smietcsaud wmag déote @fb ot

1228 mont hé& &die, wtalyatt hey want you to a



you to behave, the way you should feel
everything el se. | , kbaw iwth esho yrodis aa eb i
i actual Igyooduitthe ng. We shoul d be open

be abrlugs(tPootducti on Operator A)

Al think the trust | evel i n the company
a | ot of promotion of their core val ue:
hoste culture, honesty and trust are g

definitely beingot aloked i anpoutt amdr ex oan d
The company has also done a | ot of sur
how they find commani dhereniand totusof
done at that | eweolr ktfoo rtcrey, tmm rteon gagnenutnh
be mor,eanapetnhat agai hncheoasd ¢ Eth&d pt .t o

Manager)

On the same | ine, the Product iMana@pear at
expedi how t e walmpeest yhnatviey been adopted t
ki ndoedhfavvaeodr ¢ hay sbhavwea@en t he &c ofngrafnoyr manc

Management System (GPS):

Al think trust has | mpr omaerde onvew. .t.hoev eyre
the | ast two years that they have brou:
are trust, passiédnr,eyc agriev ea nydo ue xscoemelt ehni cr

toward apathewpwyfayeur assessment every

fod#rodoOperanor C)

ATrust i svplawe¢eWemdaarsewred on vaheesf and t



t hem. I owi || be as open and honest as
We al l have got 0 b jveacltaievee sp atrot noefe t y oau
obj ecltfi vesaundl ilbvreeat he the company's va
doind wkl!l the values to my people. Fo
t he GPS, I told them to pick two of th
when theyvahomwdwhdrs,e unl essi yiooa whée¢ i ma:
val ues youdaseslefl,| ytohue msdtmr oydouucrt i peropLi n.

Manager)

Similarly, the Gl obal Archive 8&mphgsersadd

the effectivaermreganoHdaiutabusd, amssnnwe®ltlt bes |

comp@npgerfor mance management system:

On

fiHaving trustvaspembeabbdly omakes you mor
Because for exampleeara,t wehido touwme pdér f
management system and in that you are
and say whether you think you are perf

your boss needso(tGd ochomamhmeAnrtc hd v et Meatn.ag e r

AiThey are trying getting everybody wor
with the spaemoeplma nadrseetv.amueadedqupbfet bt en
are everywhere and tértthety ihaval wmdyo ttha
everybody's bonus and tWwal,ueyoeur faorrema n c
asked to demonstrate the valués and ex

(Produpgdrt om O)

the,ceortvrearay r esponrsdaermstdse panciifseret etdi |



of trusrgasakanviabmé he foll otwkendgr oomme me
Director and the Pr o,jfeocrt eAxcatnepdl nettrouts t r eic

suffici enttd ymaekneg aodérncyeidf f er enc e

AWi t h val ues ylout thiarvk & ol omatafh company
have the followihgyvgbteso Hetmbnskrwaee
a compyamygenuinely do want these val ue
think where values as a set of factors
they are just written, nothing is foll
perf or mance system,hewe Itha@uver edadliyersa i

particularly ihtggtabedupasttolddepl ay

do not think it is a phenomenal great
build trust as the wuse of business ot
performance teams. These are far mor e

val aller.ocurement Director)

ilt seems that the company is trying t
but it should have always been there,
to tuwughtohp company forward. But I t h

Howeveryalluielhe ntkrust can play a rol e ol
enforced. Il s trust enforced regularly
to other comf@arey ftohr alMey wsdusstpdinci on i s t he

enf orced enoughf fteorogncker.] eaanty Aeadumdti ant

TheR HBusi ness Paretdn delvastrl &40 precdynti on ope

scepwincatlhe adoptrigamakdtviddmee s nfarncang e s 8 n i



Consequentlyd as st$he é€w»plawhaeag comment , |

decidet oidrghet walthegs

AAs @amganiwet hame our val ues and trus
valéitesey are wi desproeragdainaasra@dotsd w dcuwe awheo |
expected to |ive under those values an
you could ask to a production operator
see those values? And tdh esye ewoiutl dh aspapye mi
at the tbpseedwahkeng tthke aat ki ngeat ha
well . But every i nlde voirdsuslievail mga ytsh ot shel nv
but the difference 1Is how, tthea | evel

personaf tvlRiryméeagddrHdRo Busi ness Partner)

Fur trreesrer wvat ibchga nab at wese exlps @ébsysetdhe Pl an

Engineer and by the Production Operator |

Al t hivmKd atelse gr ea®@ bhink dbew atrhei nhkear d,
people adhere to them. The values are
salary for next year &antdhitnhki ntghsa tl ipkeeo pt
them in practilcebeds dtdeebietsgwomnd td.i.f. eve
had their wor ki ng | i fe Garbappen,haho

unf or tounPal taenlty Engi neer)

AYou ddomeed to ask me that. There 1 s n
doin think there iIis trusotudhplecaube Vvakye
up not a |l ong ago and | jJjust | augh abc

for senior managers. When people see t



company, as i f we arel addn hi kédgwbhappgyg
t hi nk ekvierdy boofdyt rusted each other much
there has bedmbailnggt amfd Haydcdkng and t hes

come otuedbgd®Pmoducti on Operator B)

Besi desi tibe@i ¢drhee funct aomrigmpascfavebuoet &2\
respondents almea hiadneegtmidfiiveed yo tihnefrl uenci ng
of tTrheestMateri al Team Leader ,80d eempPl an
|l owv kel of t mneosutn bduusey ntecs s p rheesesawmricensg edri d

stress affecting the workforce

Al have been working for the company s

think trust i s probably at the | owest |
pressures, there are a mhmernt ofl buaveaeseas
trust | evels dropping in certain areas
you are t@akwogdpéopl ehings, and somet.

you what you want to hear as opposed t
for ogagi sattioosurvive there must be mor
t hbergani sada&idiorhi n&r gannigspayt iwonul d ever ha

100t% o6Mat eri al Team Leader)

~

Al t hd nkeny i mportant that you have tr
your wor k mdit etshibnukk we dhoanve it & .n a | ot
I am 30 years withtthe fwiorrmeamdw tfhaal
bedt. just thavpeowkeehwee brought a | ot

ot her firm& arhd nlk jtuhsatt dodpepopld € tame r i



really stressed now, we have a | ot of
are so busy. | feel tbhsapuos ah pwbdpl

it causes problems, o0(Pénaeti €Engoneéeubt

| ssues r ediausxidnesos hpgrgehssur es, i ncreased v
l evel aal wecegryi zseedo ehth af resp@dmrderrtos ect Ac
arguded, éxahmpbr k|l oad prnesgsaurievse |l lya M enpealcst e d
t hroughout btyhenakomgany more difficult fo

promi ses and tdemmi tcrond ltesaagtue s :

Al hard Ifeort opeagphi eve t hewar kcloonandi t me n
pressuFers sure this has an i mpact on ¢tr
| f somebody makes a commitment then th
whet her it wild/l be done,i olra cta uvesse ctohre rne
along and resources are quite tight. A
somet hing @Gndotihtty tdlohen i todo®suput a

(Project Accountant)

Similarl y Tetalme Lagnhadd etrhiea IPr o d Wetsican b@pde rhaotwo
memberbebavender a | ot of icnoriraenrecgiaali vperl eys

a fected the devel opment of trust relatio

AEveryone is busy, a | ot of people are
stress, awrdtimese wheea fplople start to
as trust. When someone has a stressful

and & hvalhen things opbMeRéerrast Team Leadel

~

Al think we arpr egseftutmensga bao vieotwiotfh f i gu



targets and things |ike that. And i f t
happly.when téghhigoagisngrem great, where may
not be the greatest, where new things,
i nfleuearsc you have a | ot eocalormpderssuares a
going up and we hasv,e tghoetr ea ilsota nrhoorte ntoa

on gORroduction Operator A)

While the Production Operator B and the
descrowedim&kcr eased busi nerssaatperos U r tsr elsa

environmdrmatai swshamnddeesage naelbbleami ng cul ture

ATr ust i's falling. There are a | ot mo
Everybody used t oascnooheehenr hérneeandekayv
was more relaxed. But éendbwyypou awer ls masi
they want to know why you are smiling.
each other a dtodo moamry tthamgetosw t o meet
you &b weur targets and trying to get
everything and wobktéshattado ®&®he gpme®ugh

(Production Operator B)

AThere prsesnouree onh Tiher duiss nmese f ocus

cost and on achieving strategic obj e

delivering projects on time and | thin
of fear owigtami.s ¥bue k n o w, fear of fail ut
mi Ktes, and that can someti mes have an
fear, you can then tend to generhéee a



detri mendt@Vahactoushg Devel opment Mana

I n the fommeaowi,nd he Megtreodieall aCgrotordo lelxearmp |
the i ncre@asedshuleesarde Dtuok dtohpemecha of a bl am

under mimengt b dbhtewbep managers and their ov

Al f the | ine manager i s getbecgupreessur
his team is not performing well, then
pressure on the team and that mi g ht i
manager and may <cause conflicts. For

pressure from his ®whutmasagkl del icuer

amount of wor k. Hi s drivers would have
whi c hstrheeayn wi || drive faster and faster
and the driver is the one who gets a
fast? Because he is doing the job of 1
unt il the acctheme dsaigyheen so,neb wmwho even:
gets the warning. This can influence t
man a@g(eMat eri al Controll er)

A second epxraonvpildee dwaisnst ead by emph@Esenaes
how the incadmavwyaddwbe®khbddopti ongairabkiaetwi on

systemhi chawmegtaan v elbyt h empdecvtel opment of t

AThe workload is a | ot bigger than it
bigger, some people can't debnder, the
then tswusth takem. .. also, when you bring
l evel may drop because some people car



kind of barrier . wotr kilnocarde ahsuegse |eyv earnydo ny
as many thimgsodohme asubéef bdbevels went
it because people were not getting pa

systo¢g Byvyents Coordinator)

The HR Buwgitmess pR ovi dede sac rtihbiirndg ehxoanmptl hee
wor k| opardo chuanse tt a b i Ifiotryc eadn dt hhea si n t rsoidfutc tfi corn

production operators:

AAs the vol ume sofsowuver kp riondcurcetaisoen oper
requi redi gtl dohyimfut were to ask them how
t hey woul d waouwl dt hparto btathdy have a | ack
organisati ovouldl alg@5t% adf ittr ust l evel
mo mebretc ause there have been so many che
the company continues to change. The ¢
have a peri oe onfeesktsakainldi ttyh efn@arender yt hi n
And | thinkanhempamaybenhbheeel because
much changesgaopeeateeygt ali tshiicimk at i atst h e
an impact on the atremsdudhvteéme afsort hemg
step back and tbsbabvebibliegr 8asohessa

Partner)

|l ndeed, as the ProductiroduOfp etohmes oniifgeh tbh @ s f

cauaedertain | ack of trust amongst produ

iBecause there have been so many big c

there has beéntausdgecreéaseniyghatr swhei fhtad



odand now they omanaéganiami' ghtc autsiifntg a we
bot her because if they don't get volur
going on night snoinfbrthost alrct e au &moaht tithme ,b e a
but they don't have to do that now beceée
and now we have @®@at nd doeyimdbnheée upet
volunteers they want, they can just <co
thatrgogoianglntgbhbhbkshhéat . pudms rodli.str ust

(Production Operator E)

4. Na2 0Or g

As foCorSpspondenOsaglodoeNatiaufride@adtt or s i nf |l ue
t hkcevel opment oorfg atnral aatl Aeer@dentgafeact or s posit
influencing t he devel opment of trust,

hi ghlfghtegdmplcemhs demallsiimgn processdée char

organisation

Al woul d say drhq@anitssautgytwoint 8 hhgh, we at
consearsguaandi, saoi anl ot of the tihiemgs we
on people hawnwdnaggdiesduséseddi rections t
We have a quite highlly teldiurclatpeao pvloe kd roe
to quest iaom@styhsiend s . And | think that 1

management style t&atopneaedsnnst ontakacp

there is a | ot of di scussions and <co
reacoHant i nuous | mprovement Manager)
Simrlly, the Advice I nformation ©bdgniczedar

Mnp



the positivehiignh | dieegirceee lodt a chpeboarngeasneigs at i o

antdhe benefotchelr eddretcltys pt apukeamedt partn

Al tthi m&kt got higher, it dott hbetkt ¢ heoee
has beepemaeress from eowregarhioddhieva & hii 1t
|l ess secrecy involved with certain pro
More openness fromheehbwer mheragbkrsthe

organiwoaltlidppdei ce I nf oy mati on Of ficer

Al think the trust that we have got ge
good, we work closely with the trade

t ré&wd have ndoevfeidnittoewayr d more partner shi

uni on has an i mportant part to play. T
and trust built with the wunion, wher e
wasn't itthei £asvery .i mportagdod ol anvselt haft
trust, no matter what wehanm&ShHRIi ng, t

Business Partner)

Thient er Pro eeovenlaljlegubrAdr e s torrugcatnuarkeads s @ 6 e
have i mppesgsednal i s mhaewhh acnhc eido ftthugrind €t a |
t he organWhsiatei oonhe DirecfocasnesdoBadpheer tr oMa
of communication systemsonfSecdédnaisng,ompud

t hdhsaepesitivelyw hiempeowted b pment of trust:

AYou knowawdubawmwess planning process \
structured, we have a sort of corporat

to the business planning process, and



al so a perifeow nparnoccee srsev wéi chhcti wsr ey caan dn
related to the businesses plan. And |
professional i sm oformama geamadotdn wihihn kn tt

have actually I mp(®vedeche Maeaglerof tr

Al n the pastcowe udtiedrns' tanhdawe had a | ot

now because we have got video conferei

better. |l suppose, that has got to giyvV
going drmi.nk overall the treusstpeosplpe ett
don't necessarily understand why deci

someti mes communicati on coul d be furt
further I mprove trust, but I think ov

prettg(Dgopedt oratee$Sypport Manag

Al ongsi de tolreg amarsaftauoesds, t he Tr aded Unbher

Efficient Government Of ficer al so descri

as wel |l as the hi gherorbguasniiingeastrsieape rets syue a&r1s
further i ncreased the | evel of trust by
coll abmoae closely with each other:

fil have beeganinsocawhiifesanr 8 years and | t

i mpr ovwsi nget tiithg better every year and
is over 8W&¥w hawvet anowducing budget and
for orlgiasitsoatoiednyt s empl opgxesat oSdoi ng
there is a |l ot of good wil/l that has t

they have to show trust to get those ¢



t hem. The company can't afford not to
woul dn't functihery afifdincitentdsypeicfi al |l y

financi a(TrcddaenaWreirgn Conveno

Al would say trust i s getting better. \
we have to have that attitude that we

can work gutoyommmoes!| .as far as | am a\v
t hoer ganihsast idome haven't got any worse |
in fact I do believe that the | ast 12

(Efficient Government Officer)

Li kewi se, rsewvypamdemttsheal so recogni zed t he
f aced odbryg atnhienatri eocne nt year . Hoavely éf er € he)
opi noohmosw t hea®f éhcatveed t he devel opment of
commegmnthe Operati on Of ficer D &®Oridi dére

acknowlfedgedaamuliga e hi gh | eovreganoifs attriuosnt w

AThere is a strong culture, we trust ea
hard, someti mesun obesten Mmvoe eculhtamr @ t h:
t hoer ganidsoaetsi odrepend and benefit from a
[tthegani] sasi anpositive place to work e

toughert iyne@ogseemti on Of ficer D)

il think the policies are tighter now,
di fferent procedures, maybe a bit tigh
gui te drrguasntiitsiegtrieonhas al ways been a | ot
coll eaguespeaotainraggest afes and staff resp:¢

MMy



al ways beeno(Recteatiroast&nfgccess Office

Si mi lheaer ISye,nitor HR rBeucsa gidiszrseedR a stt rearce of a

uncerdsahionrttya geerodoif c d & \ad Velelictdn devel opmen

truswever, at t hael ssoa mei ghilmeg hteebdekatubatd t h

significant mi st r uasst dienmotnisd r wb e Hf drycet he

industr aaldy atcthn @adsli svattiwrnnover r at e:

AThere are degrees of trust because |
that we are a good employer, that the
But I think at the moment there is al:
staff because moarerg besing ghdueaezesdb,urwe
them to do mor e wi t horlgeasnsi,isemndn pos:
communicating that very wel/l. I think
degree where employees aré&empplssyieds | e
are expressing concerns and are a bit
holewe know that wiendialvevglotofi ngtreass |
know thdat hwewed@n'hugevhleaveéeheot suppontddl

actéionswe thought that there was a hu

organi sanieomwoul d expect that when the
actsi,ont hey would be getting | arge | evel
get té[mgd] twe don't have a huge turnover

our turnover stats are pretty |l ow. So
woul d expecbutt ot hlaots eso (dtwatfi fdrheHR aB@®s i ne:

Pardner

Mn g



Di f fer emtoltyher gr oup dfn srheesapda nhdee n tnsc rdeeasscerd
pressuoegandéghaEteicdn nangd elbadtgeed degree of
hagegnificantly undermined the devel opmer

I n this regard, the Corphormtex @inghei ng ATl

Al woul d say that we are struggling no\

are coming doenbudgeéermadohre pushing

to establish working relationship and
beguem be difficult, I thinkeéthat' s goli
declining budget put pressurhenon orel af

mai ntain and you have to maintain some
happening. The real challenge for us i :
of significant change now, we have | es
di fferentlnyeedAandt cthatngei f you don't ha

affect cbaggeiscahtisee this as the bigge

moment , how can we maintain and buil d
change in-cangtersaiumedd (Gonrvporoantmee nPl anni r
Ana)yst

Similarly, the External Funding Officer

confitrhnmedht ers maswonvkeeed c onmde g atoinwse lhya viemp

the devdl apmesnt toowarmc dt h eawrawlolmlijdhe a ga e § o n

AA T | of us are doing more work than we
on mor e. But because time and resource

rely on people doing stuff when they s

Mpn



On

that doesn't happen t hogEXtse rwhaln R tred it m

Of ficer)

Al think I n ®omwmanapseecapsl cem ff etehle t hat cut s
too far ared utlhtatt heegys eaurec ertihadeeré doa e d
they <can't do what they are there to
acceptable that we need to do things i
resenting and | osing theair hter autal wh en ¢
t heiéanjdobi t omhwhpaatc ttshey beli eved they sh

(Di rectorate Support Manager)

the same | ine, taleseknoiginiAzreed tAMdeni mea ga tr

t he onregsani asppronah, Charca etas reidzedsds ulryeess sa n

tighter dadeeatdiHdrhewiPridgr amdMarcagbdre,d they de

effects caused by then!| ap o osftusmkehtbecerss o d

Al think the company i taselaf biusiwnwersy mw
wherseri ginally it was much more relaxe
there would be some structure there bu
deadlines, and the i mpact of European |
it'"s veroybvtiigguhst v earnyd y e arb atchkesr ea nids | neosrse
staff, |l ess money for projects. So you
have t o do t he S ame or mor e wor k. T
organiésathonmnk the fact thaitt tiheamecr ui

t hat career s ar e affected, t her e aren

staff, so that rocks the trust as wel |

MPp M



feel trapped, because they knoow there

(Uni tAdAmienai)str at or

AEf fectively any promotions opportunit.i
been | argely c¢closed off for the next 5

probably a quite bigo(iPmpagatam iMamargalr e

Furthermore, the Operation OfficédramC ano
Leadelrl, described how recent c hainlglees an
redundancies psobptduaedomor eaner vousness, n

consequdnmte sbakvelst wirtghninn stalie on

ATrust has been a very controversi al a |l
now because there are sometimes redund
|l ess staff édhuan nigt ansye d dtoe ghaeh i, s htange i
it would be very surprising if trust |
uncertain and a bit threaten, and th

proposed, whhangle@mse rboeeteinon Of fi cer C)

Al t i's a time of change, uncertainty,
further redundancies. So this wuncertai
defensive about their jobs and just gel
does that dogrteoatt rduesal? wWNiotth at hose peop
directly, because | have a good rel at:i
gener al negative pergasi (aQpiecenakt i 0Q i r

Of ficer D)

AThere has been s o onrugcahn i cshaywiaoes wa ¢ i n

Mp H



we al |l t hought t hat our jobs were sec
manager to fight for my |job. But now,

because of the gbbwmtonmantopr 8g)steeas. Te:

Simi,| atrHey Gdvercnmeannt Officer and the Advi
recognized the exi sft emyrei wifs na acneoratga i ant adfef

consequence of the cont iomrwoawns scahamges cC h:

il think people are generally tired of
They have been through dr5g areiasagtsiodn c h a
we are goi ng,btuat cthhaenyg g uasgtaidno not reall
at all . You geets tthheatf esetlaifnfg bseod meetviem i t '
saktehere i s sometfieneelsi nagn tuhnadte rilfy isnogme o n
a review of a wunit or section or a pro
that all the time from paeagplfeel Tmgr & hia
if you make a p,rowesar enoge@i rgdifnieci ot e
equi valéesmt |Ipoghgiamkas &tyi otnher e I s a di s

effio(Emfciyci ent Government Officer)

AWhen it was initially madd ftoo wae da tmor
ef f iocrigeamti, sati was very open and cl ear w
how we were doing 1it. However, there
becawsue can' moanéwafysi beent, you can't ¢
out of madthi agred that there i s maybe
i mprovement but there i1 s just a const

efficient, ef f i ¢ ihertth.eneoiBnsgjr iesatt taankod hier

MPpoO



ef fici enAkdyvidaea vienf oy mati on Officer

Additionall vy, the HR Busiom@®as &R atnicoeesrs arne
pursuit of efficiency, as owed nhgenasg etnneen tr e
policierseathedrea certain |l ack of trust amo
a so ackntohvwdheed giedt r odmpt ioco@ta®@d b a 5 yhsahse ms

caubedct i ohnaswe gvahtiicvhel ythe mpavceéledp ment of t

Al think change management ét besae bi g Kk

schemes if you |i ke have certainly had
of all the suspicious el ement and the
on me and my job, haspecgoal | yeswhent y:

resoéwlcers you set systems that are dif
don't quite understand them, or the pr
or complicated, thatétchaamt ionpracdtawne ta L
bit toifod,itcherefore people do what they

then icassE@sR Business Partner)

Numerroeusspoo dehiisnmdfdeexti sbemganabkbasysehems t
hawegati veloyt henpdeuveldodmeftohlelod wit m ghset 0 mme n
Unit Area Admi fdfiogt reastdoliy fdseseel abed t o t he

i nt r ogdruacyesds: e sn

il think the systems are the biggest t
and between wunits. viehegogtr aatt st s s ne me
extremely poor, it has a | ot of i ne

recogegrfiozedt he past year, the grants s\

Mpn



shocking and that has caused a | ot of
everybody tienamaies Ilglreaches same way, it's
when they probabl yéihtatsee etnhse tshyastt esny satse

hi gh f aicsdt(cUniitn Arrea Admini strator)

The Operation Off itchee dBe tdreisnternitbaeld eifnfsetcetas
systeimt @onet weddgeas atshe negatihee retcfeadct

inNtrocduecdeedplo | i Ccy:

iWe have got dedicated I T staff that mc
only swppeaned pEertsonaldagmabbswpehave ¢
security officer that monitor differen
foladaoowdeak polwelyl . Somebody is suppos
and check to make sure that omu don't
paperéewer mever had all these things bef
the trust t hat t beygamiesaBtuitppint et hbwnk t h
everybody i sthalrgr tmuwihenotot hegr kc.o me i

(Operation Officer B)

Simil aEhyir otmMmesretsslment dAadersbed the detr
caused by the intriodgctiysmn-gimd fibnhge;d evd bk et
Operation Officer A focused her dtlteexniti on

tiGaey st em:

AWhen they were t rsyhianrgi ntgo, itnhteryo dduicde idnets
monitoring thing where it recorded how

that upset enough a | ot of people beca

Mpp



they were checkinmge wow kmungh @Badplle dwe
wer e, they were | ooking for efficiency
doing t heir j ob properly, or be unf a

organi gE@antiiroonn ment aAdWis)se ss ment

AMThere are cergalmtn wihses tdrad we al | h a
people are carrying that out and foll o
i's fine. But it's when somebody seems

rules that you then don't pgirawisdusa.nylmor
supposetime $yexem is the sort of exam)

thing in this offia(eOperaat ihcams Q@fhfei areors t.

Besstdhe menti oned systems, the Program Ma
al so bekascrhie negative effects caused by

ma ki ng woirtghainni stahtei on

Al t hiomlkg atnhssaaytsi aarhat it values and trusc
tdor ganiissatgiuont er se skksf ayou have an ide
want to do, are you trusted to do that
hi erarchi cal chain of approval, whi ch

sense of di sthinmgt( Romcmgegamt Mamgager )

Al nmkhit he problem is that the decisions

because thewdhawent ot hbee decisions are

the next | evel and del egating to the n
staff that iIim®s, gtoheaey maybenparclity ohear it
management and so the blame in a sense

MPpC



t hat can knocko(tUme tt rAusta aAdwe e i lsittr.at or

Furt hetrhmeorRr ogr aimg Mh n g grgaeisétiorrakystems camlso
significantly undermine the gelopment of trusby affecting individual behavioend

interpersonal relationships:

AiThere is trust between individuals an
there are issues around trust that ar
systems and processoegahnhmantdt wehraap earraet en o
neceygswithin owhreydarcttr dlh,e hHuthti ntgs t hat

way we do thingsuaadAhlgotl otfhitnhke itti mes tahc
and processes thabregaponidsdtitds thkwiptrioibm |
people place too much emphasis on thi
opposed to the way t hey obregghaanviiessagas oan r e
structured and geared. And | think tha
the individuals and theirsybseweamki our s. .
against the rhetagr itcd attth athoembowsager si n p
val dtihregn and trusting them and so on,

t hat wegat e (tRuyolgd.am Manager)

MpPpT



45 Trust and theumoatmaon Resour ce f

TrustteebmsfuntdhemeHRatdepartomegassosdTiben h
interviewed HR Business Paf onerHRo tsotnaffifr
devel opralgat itaeors $rhel pprse s e nt tthhesimpvli oeywesh eoaf n db c
empl oyees. Il n omMHdRersttad f ateeenbleiy et opstper so
relationships with their coll eagues, hol
to empl oyey sarweh efnradihngH@webeé e,msn @ame wouw K . r
al so expressed a tsitgonwafridc atnh e jlraicthk& natdiofltyne
severalneacti eresy i nf | ueorfc itnrgu dttheRsodyeairfedl o p
such as theirihbaekaotfti sapport i navnoghl voeyaesenss,
of disciplsandr ye teiatdsantgiyybaad k of Iciotnyf |iadned t
competence, ddrefleixdtsitreqqomr ibpdifei ppaursdaaal ag

A | ist of these mechani2bmd oavan be revi ewe

Factors posintdg vedty |[Factors negattyveab¥R

Confidentiality [/ Breaches of confide
Gener al avaisloam@il | irfLack ndfer aedpteirosnomell a {
Professionalism an(Lack of competence

Repr eswindg widohegfipl oye|{Confl i cti/ngPrpirmarry t
empl oyees respon giolwialredmptleay e r

The findings &Rsesda@mbayyi amedmpboatant rol e

of trust aocrrgoasnss shacati b hobueggrhd & Ihisbeyr e sponsi bl

Mpy



Responadmemhasiisneshead mportance of cl oser
bet ween senmapnldo yleienaentdima n a g ¢tihdeengr eaen do$§ oPenn
seni or maneaxper ens @ bBduydsi ci sm on tihkeR capac

departmente tou9pt amectpescdg aviegastad HRom st a f f

dealings with disciplinary heazmoimpge# eand
and i ncoamsdhsaicekntoyf sufficient flexibility
4. BSpliqGoi t

Accor dieng otni athF Busi nessaPundamentatst ol
HR demar tdliRest affs need to be able to i mpl
a stradgleganc HeshmpIfioyosfmitileg at t he saome t i
oper at e at-r elnateingpn so yleeev el , pursuing the
approach to Bconmdder resmp | Aosy etelrse HR Busi ness

foll owi ng iftmoh@lmetndHeRst adbf gain trust on bec

"From an HR perspective, trust is vita
an HR professional, you walN&Guahwaeey th
the i nt ergsatniteda trtieper e s et h awnmea tyloa iardtser
of the employees. So you are trying to
have a trusting relationship with emp
|l evel s. . .t heorlgeaandestgstdicdps of ou hteo act an
t hoer gawminsnattihe correct manner, whil e th

you to act and represent them in the r

si ®é8R Business Partner)

Sever al ot her respondents also confir med



efdcicous functioning of fd b e cHRmdceapl a8 tA e 0
argided, exatapHeRs t afd versy del i cate rol e, a
handl e confi demnsheée ad o mmig it enchet M @ ngotAst o kno
go stpeak to them you can trust them, that
they keep(iTechoi ctahe®dmi ni strator)

Similarly, the Production Operators A a
Coordinator, al so hbpghltfiraprbie®Rd t .d fhes | tmpey |
explained in thse, ftoHd oWR ndje gwarmmteragritacre fdro
wlen help is ntekRededer msf iwresdtd eanphtoget pPaicn

i ssues at wor k:

ATr usHRfios verythempoatanthasfirst stop
people if you have problems. A | ot of
their boss because they want to find o
are before they go to seemtbBemethongyg,

di f f"er(efhrtoducti on Operator A).

Al f I am having an argument with my ©bo
boss, I can go to speak with HR about
where trust .shoul@d mnbkeet Uo0nOed Ipe rae es whelr e
be absol use wthreuet a4 tihdat of people are
any probdembere&haverything goes throug
t hrough, where your time off goes thro
one of t hentmaosetp airmpnoernttas i n here, they
over. They should probabl yhabenghe hedepa

mo st t rulsecaustehienvker yt hi n(gPropadasxtibnou:



Operator B)

Al f you have issues at tworll,okyad tgmolya
personbeéei welin terms of money, your C
things, ytoyu r | emaavtee.r.n.is o | a btohuitn kt rHURS t i s

Everything goes through HR, dooesn't i

(Events Coordinator)

Howeve despite a widespread recognition

departrtmepodelot sshare the same common op
about their respectirvdRl evé Dreafghuéersos é mk a v
respondent acematnaifresdegree givemusheitowhe
confidential i,and mreanfeexadi avalilami |l jty. T
for exampl e, al t houghcerpeatixgmimed omg ssaf déags
mani fested hi s ctorl Usdaugeuctis@ neli ¢ h ep rHRveiyd ehda v

tbim over t hyeearmourse of the

ATheir job is human resources, their |jc
stuff | ike that. Peoplres owmowlrd sdayf,f rdwki
but these are the people who put on st
we never had private medical cover or
I i ke that in place over the years. I F
for mnd my f-amiyegar Duagd?2l woidld never

(Production Operator C)

Si mi lha#&rloydudti on iTehlm dhtaeddkrt he hel p t hat

t hleRst ,afifant ircen t o some sphéeasion @l ;depvwai B éva ma



War ehouse TEaemm alsatahdee rt rust that his team

HRt gf fprai sing them forttamagdrgpnefaebsaoaan

~

Al have got a |l ot of trust in HR. It we
I was quite ill...they were calling me
send me a big bouquet of fl owers and t
wel | . .. I  do tthrewset wtelrem fleevc gppesses o n al I
had personally, t hat I have to talk wi

not hing but reald(yPrroedaulcltyi ogno ofce awn tLle amdes

AEverything is kind of conducting in a
manner. My team knows that they can gc¢
they'"ve got a problem. They come to me
and then we would speak with the HR P
Among the guys wlito trheilpmokr ew e ot mae , bil g dloin
problem with the way HRG gbohabkut hefief E
any kind of hell feel i ng atroewaa ds uphpeo rH

funcjtuotn,t he safme( Wesr ethceuse sfteam Leader

However, ametthe Waarneeh otuise Team Leader a l

chall engi e@godmaj bb HMRght have aoHRmpaoim on

some of his coll eagues:
AHR people are employing to do a job |
much you twoeun dt ol ibkee supportive all the
somegdiitmei s just not &@e@diisg itcotlbhapme mk

are some points whean tchewled aree ke maw



mayjpest unfortunately, gaorte tion dtehe vpeas it
bad news, and they may probably get soc
cain hold HR accountable because these
control...someti mes&Gita jjobnotsoamemiody

to opWréehouse Team Leader)

|l ndesdpsamunmberl of ot hec o gseasvpedrchadl @ mtisss iu re ¢
the possibility of devdlh#Rshgf ihmhesEvert
Coordinator ,faocrk nea temheed o f h e r gnthicalviee a g u ¢
experienceidv e ognet mnetgiadreg awii tvie | MR afl et e d

trust toward t hem:

~

il think people woulBRBedbpive wkroyhaveéf flad
experiences |i ke redundancy poebably d
your job, you | ose trustrudbonthempulr Bi
got tbwe dJgwtu to trust wunl esd&( Bvheenyt sgi v e

Coordinator)

Similarly, t he Paxpgruehd seendpo @akr araoast Ct owae

simuaneous!| yl aeclk ogfnitzredlsta fuem: some of hi

Al think itoglolurj detaldemesndvs th them. TF
who have maybe been ta& HRadnd fhelltp etdh a
Personally, whetnhéy neaedelelt hed rmérel put
el se mhagWweemott he same. They may have
t here hwansg nditey coudrd Pemeled pye delws @ hmi g

been in trouble a few times and maybe



up®Production Operator C)

The Production Team Leader and the Gl oba
certain members of staff mightwthiawdew eex pe

negati vel yt hempraclteevde lo ndRs tttarfufst toward t he

AWi t h certain people maghemsomemak @ gt hea
guintegati ve. An iefx asmprheo nwe uwas bef f and
to benofthe HR call them up and say w

performance, S0 dtrraasitg htth ea wRy btehceayu sdeo r

getting pulled up for being o&f...I th
hard i f you are dealing with them beca
wee sl ap on the hand, then stpbaight aw

(ProductLieoand eTre)a m

"1 f you have been in a process where \
di sciplined, you are going @GBowhata | ot
obviously HR are directly involved wit

havegoto hrough a difficult patching wi

creates a different dynamic." (Gl obal

On t he &&dme Maitreg,i al Team Leader recogni z
whbaeaperienced disciplynarytbedohesgsdenve
a | ack oft hHRu s tAst divea reek pfloalilnoewdi nign cto mment

t o be pairet iclaosiearhgse emphotlekelsswop ki ng

~ A

Al th@ nk very <c¢clean <cut . Mohsety pheaovpel e t

noiting to fear. Butl egsu t ptuhsdhalp llmyo HRe a't



|l evel, and the higher the | evél probab

a different typewdbfhdbelR|l i ag bthpbswd ha
t he shopBsfelaoioorr t het peoph @p ofulto@mm, t hat
you would normal by i g@st .adimeanit@lsiinagr yt hh
wel | |, |l think you wil/ probably find a
as opposed to peopleiih thedomdbreetr Pst
t he HRTfiircet etnvihfaonyent woul d hfei sdhoput t

fl opMat eri al Team Leader)

Very simiErdwirdgnmemte H&EHIS)h Aadvd sSaf eany ¢ he

Operator Dhakpivh e noefd sneaidietrdo @ gi twrwswgal |y

bemsan @&Rprobl etmhi & eaxsmt esiasnsue i n itkeeimsg of

per cédipvtdmEember s of staff:

Aill trust them as far | &c aenv etnh rboeu gvhe rtyh e
i n sonel caans evsery wary of the HR team, n
yeah. They are seen as the police. | f

di scipline, it nor mal |y means writter
di smi ss @&l .whSo HRhahtas a ey 4arse upe rwieihv e
wi t hiomr gtame s &Mhiean HR comes in a meeting
thinking one of two things: Il am in tr
t hat what they do, tthawhat t o€ EHISE usee i C

Advi sor)

Al n fewe al ways associate HR with disci

comes across negative; It 1 s just hard

MC p



the disciplinary side is associated wi
i n anot her &c amarmp a,isyseh ddldagtavel s around Sc

di sciplinari eProdugti @ewva@QEgersator D)

A furtherresgproorugpp mefssed a | ack @fngresewvetra
ot lcearu.s elShe Manufacturing Deyfeoro penxiianshp | Ma n

| ow | ewsetl todeRsrtdd 1 Bt h @i r bu marchies of conf

Alt i s probably fairly poor, and it's [
experience and also what the general o

have beaaonhcdosn fofdenc eb,e etnh eproeo rh adveeci si ons

there has been a | ack of caorfaipddent i al i
but | al so know a number of other peop
as well . | would say twhath PMHReb avmlsy tthreu :

a scoring olf wewlad timmaagisne t heéy woul d

(Manufacturing Devel opment Manager)

The Pl ant Enginveeronmedt t He aElHtSh) avadh a§af

emphasi sasheiad | ack of st rhecta uttsteeavioonf df d lhhet iHd

"Oh no, no n® mhlme natwnekofi tthe job. TI

thi.mbey hire and t®i jestabserbbblysmasty

Al t hough | have had no prolsl emstateral |
absolutely&supermathbhue of thed@job. I a
have any problems in here, but I know

Engineer)

"The HR peopl enhdawe dao.j] dld HYRomcetais® ngoi n



and ttroyisnagyi ng to t hem, | wanna tal k t
tell t h éehma gtehta tany oeumpl oyee who has done
Does that HR person real l&y awptichatod f -
conversatdoh®i dialrtd, fdogr tomelud vy switch
t hen wal k away and say | am going to f
who has done something reall & wrong. Y

very difficult relationshi®(EHShere ar

Manager)

Si miltdrl yProducti on Opeirsatloac Kk oafl sdoR udsets ctr

st hBetautsheeiorf pri mary duties and responsib

il couldn't say | have got 100 percent
things to sudit htehemwlast Rinnk.ncli dent an:¢
the proper procedure 100 percent, they

that you didn't do everything step by

an accident and it was ybey waul d,tthe
to defend the business...I|I think they
that's their job. They are there to re
anything |like that, @(nRlr otdhuecnt iwen wppuelrda
E)

l ndeed, tihme s8R PRau s ner reathgnd HRpd | Mmanr g e

respiolnist bes t owar dh avhee dceotnrpiammeynp reirl g leeff tf ieacrt

of the HR depiddtaniefn tmefnrboem s :

" think probably 8 times out of 10 vy



company, you are working at guite hig
evol ved over t livee ygeaatr sa m nlHR nBouws iymoeus s P &
sitting with otrlgea odbiscagtlciit org satoft iedheobj ect
year s, and on how does that i mpact ou
mechani sms as HR we coulgd npteaa tniewentp!| ace
its objectives. So | think because you

ayou from a different perspective as w

Addi tionally, she also recognized that ¢t}
coudndder mine the dteweslt dbRammdémbheeres, whi c

tentdetom s iad e ffiphodl 0io € eotrhgeani sat i on

il deol ogi cally, I woul d hope that t he
because we operate at S0 many di f f

organi sasiomeone ontH&® gquevoteadttdhme pol i

organi satiadkhmow | -.sed tthha nkRi f you cont |
at strategic |l evel then employees view
of otrbgeani sandohhen that trust | evel wou

50 per(dHRntBusi ness Partner)

Resmpemt anaanli dested di f fgeuweesntti oonpe dn i aobnosu tw htel
of HR the devel opment of ltnr udhte tflod ¢ wgvh gt
the HR Busi nesg oPraretxndenapglep@s@aamvel y i nfl

devel opment of tyr wpterkayw i snigmuwaltt anmud du pll e |

AWhen it comes to driving initiatives

operate at different | evels, we can op

MCy



progr ams I i ke Hi gh d rofb@rd maPeref oT aream,c
Managememt $SWet Reward and Becggui thiavmre
got different progrgmoiatamiengpectivemt
need to be delivered to the empl oyees,
of otrhgea niasnadt iyoonou are trying to build th
so that employees understand the reaso
why they are there, how they are goi n
casewhat may be a shhnghybwmgnaktgatheen i1
underésAt andmes we caYoualgsea heotah jpiadgd .e s
ayyou, you have a |line manager and an e
need to be able to establish what the
then providergeiodameaoe aamons as to what

actiond( MYy Bhsei ness Partner)

According to the Seni oFnvRrroodnuncetnito nH eMaal ntahg
(EHS) Advisor,a HfRunadasme npladysrol e in the

pronptiitn asooganiosattee val ues:

"HR di scusses trust mor.ddét lpamtamy otulre
val ues. We are measured on values and
that are generated by the HR, that we :
be as open and honest asSbobfcaomezdowiyt h
i s t al knen @ bto uctu Itdr unsatr,maltl ywob®eminorHR pe

Production Manager)

AT o me al | t he e adenmrasge memdt hetreaim |

Mc ¢



supervisors have to have that trust ow
t hat part. Our HoRmol iersd cttaosr oanlewag/fs qur

val uNeossw i t''s pretty mu ¢ h l i nked t o C
Management System and you are scored a
passion, caring, trust each&Gdaypyrand ev

and mor e bpeacrotmionf whao( S Aldv iesveerr)y dayy

Similarly, the Procurement Director and
role of HR as promoter of trust througho
t hey empbasitshet on eeuwlprptodrrt oeuvgehr y ot her st aff

wi t hiom gtame sati on

Al t hink somebody needs to own it and i
somet hing that, | guess, started by th
and supported by ienvetrhgeasi s @eeansei vifdu
ha&@&nthen Gyoundtaviehed the value and it

exerodiPsyew.curement Director)

ATrust is wusually broken when there ha
communi cati on i s immtsaurnmreatsea d.od S r whmd s
responsibility for communication? |t [
empl oyer s. And how do you ensur e to
or ganitshaatti oanr e going to co@murmiroatgd i n

your recrmingneanhd pemafor mance manageme
the HR ultimately responsible? Yes, i n

HR puts the structure i n oplgaacnd shauti oev e



has to i mpl ement t hat . And uUpempo omee
empl oyees, evegygmipslgtoiiam k®E€ Pt ojhaptpen.

Accountant)

Conversely, other respondent < amparmi ft ¢s tod d
HRdepart ment to promote trust throughou

Environment H&MISY) h Mamad g® aff certo ynenxeannt pel de, :

"1 f you are going to ask HR how you c:
trust better, gtohoedy aatr ei tr.e.a.lll yt hgiunikt et h e
you i mpl@@measyi epnough to tell peopl e t
this, but the hard bit is how yYyou i mpl

gai no( EHSt Manager)

The Plant Enegdongreird i miestpfad e ucsrtg aansa kaant i o n
val ue, t arfeRsu ;ad d mwttt hveagliunet o prfacde u cien d uit n st

on hwer oamgti vities:

Al think the vallhets Gardébrmnkgrtehey twomlk.
believe it would be great if everybody
but it Guesappersn. | feel the HR in he
shodl ddho, Gando dthhea jtdbe ytHRh slhlodi!| dlo .be

| ko ng after the workforce, morfietedri ng
we do that. OQur HR girls sometimes d
reception areao whtah HRa&t kiné&I. Aywt don

Engineer)

Similarly, t haMaSamgiear aPrsmd onexni id deesrt trai df yhii ns



a

gap between t htee viddRaure sm g misleeoidre db ebhya v i o u

AFrom an HR point ofs winew,o ft rouusrt viasl ucers
think what they sawl wagswhhe sheg dbi.i
i nstance, one of the HR Business Part
operators to stihgant awven epw tc opnrtersascutr e on |
be more flexible. And she recently sai
for siitgnimgcause now we could do what
take that very personally because this

tell s me @&haddrShrei alroeBRmoducti on Manage!

Addi tionally, he aGsé6RcDI the ci Bieatttkdorroadc tcioann

wi phoductt @ems ,0 p&spaweslapienags o hal agenda

"Me guys nevide Gd eges mMtiom speak with them
he takes decisions based on him gettin
bossa,t her &Gharmewhatght t hing. An exampl
Gl obal PerformanceeMhmnagememte, SydhtteBP S
it is very problematic for operators b
first plant téo tieMplliemgesanhti ti ti,s storiiltl i ant
a pack in the back, but the person who

me, and that has oO@%esreidomePrsodnec tmi en r Ma

Fi nalhley Production Operator D aenxdprtenhses eGll

sei ous doubtshHRet afegr o md e mrfutestt o tdheir d

with disciplinary hearings and redundanc

fil have seentaliteo hdhrevtal uedom'ut i nter ac



|l don't have womyk isssdegdon't really ten
|l think you maybe need to ask somebody
becaus@® Hdedalohy sél @&nthh aatk dfhteggn ar e a
of trust within the companyl ¢ uspe dlicragl
about them...$ thvokvél®R ohl gpgegplte have

thingso(Pkedubaiton Operator D)

Al think MR tshholuamdai but hl sthink it is
quite difficult. HR has a difficult jo
process where you have been gmwadneg redun

to be a | dt glogesSdsotbrabstAirmdpi ve Manager)

4. Na2u@reg

The Senior HR ®&fus Naka@s el|Pairnenda s thleahta me
i ncreasingl y HRmpdeerptaantmefndrr n tnb e ckecre ntt o yiemp
reput attiooomdyiafhthe traditildRabhs@gppeldieept ihen

organisation

iWe need to ensure that we are open anoca
fairly because we are often seen as th
organisd@8thieni s the trhedi HRohebhmvhawnot
the best reputation in the world, It

because of | egislations. I think we su
wi t hiomr gtamebseactaiucsnre wasw@mue t eedmureaucr at
know the one who says no, especially w

dark days, we were persormnehonetai dRnoa



to evewet wWeng verypeoetrcgtandhysuisanhe

(Seni HR Business Partner)

Despi tpg evheusr enpeugtaa ti iveen according to b

Busess Ptame neregubat HRasitqrdiffi cantly 1 mpro

year s ttoh d rhidespnoebvRt é@d r e chtabsr p u grhed bmioleix i y 1 nt

he HR department

AiWhen | joined we were personnel, and

i n theiréwei thtalde tohfef ibcieg book that said

you have to follow the rules¢chygolu have
approach, whereas t héwahnetaedd oufs HR> tbhea tm
proactive, to be more engaged with the

the business a new partner approach.
within our own iwvtorgf ttolwerbusenaese wa

them to deliver whhdtHRt Bayi mesded®atrd nate

iBecoming HR twe bhewvemd rpa&rdandfaltlhew bus
managers to make their own decisions.
and pragmadurc approach. . .it'"'s about p
management back to the managers rather

I think we are certainly trying to bt

organi s aAm otnh e | ast coerup ovreyt ewied éri i c e
organi s&tRi owvmas t he only score to incree
the previous year had increased, wher e

hadwmn('Seni or HR Business Partner)



The new afpptrivea chHhRi slepar pmaamathbusi ness fo
trteshaekepbusiness achieving its objectiyv
and negotiations. As the two HRIBwshges
comment s, tmaina@emusatn cbeys anlolrfadeioemg i nh-edmci s i

making processes:

AT hi sbuhialst up a | ot of trust because mal
their own decisions, and we will hel p
solutions that they are |l ooking for, bi
gui del i nes and best practices...gener

i mproved because we are more business
focused 1 f you |like. We want to help t
and we are much moneginovaelided oifn tthh atl
opposed to just saying you can't do th
we are helping them to work around an:q

business wants to @(cHR eB/es i nesass Raretan et

fMAs BusanteserP® we have been outlining w
are, the risks involved in carrying th
to manage and make those decisions. . .|
and mediation coming oinkenotwhe whelrieay $H
t his. Now it is |Iike the policy states
the options, a pragmatic approach woul
|l ooking at resolutions rather than the

t rutstt baedfreour op8&eatoonBR Business Par

MT P



Similarly, the Trade Union Convenor al so
for the HR depart memmta.nyS hne mbaek rsohval veed gad
negati veHBpiamidorn haft trheec esntti ppual rattniwarrts hoifp aa

the tr dadfsawuinli ionated the devel opment of st

AUni on members see HR as protecting the
hel ping them with their particular iss
in o©hganisatti ohoes happen everywhere.
changing that. i dwxnl'yt ddexnkt HRt ,c omstc
perception that employees have, that F
just refer back utad & agdl iamy evwnpd o yiere ac

assistance rather than being told to g

some probl ems, however we are getting
both sides, we both feel we can actual
t welve months ago, and that has had be

as many gri evaonw,essdewergcamideal nwith t

i nformal way, much quicker. There is |
deal with things openly and honestl!l y.
become more i mportant for wus,0ofdl so bec
our partnership agreement, which is a
management , HR and the wuniodnrwadel d wo

Uni on Convenor)

Despite the comments of the HR Business |
only fesspondtkeptre#gs sIcsd twHRaoldl ¢« dgguebBe mMAmon:

the Recreationangiedcegsasmfi®et hHeRsa fdfu e



to the depesopamkentsewbadathi bhemip

il suppose because Il tknuosw tthheerm aa |l oott . b e
know | can take a query to them and I
that | didn'"t trust them in the past,

|l think it i1 s the people tdbabuybd ape

a rel abd(i Pencsrhegt.i on and Access Officer)

Similarly, the Advice I nformattheRstOdfffi cer

andal sonf itrhreechi gh fl edirecko | d fe atgruuesst:

Al trust them orknaonw ignuditvei d u,eaM olfe v enle,m I
| try to have any dealings with themt
to doubt that they are not trustworthy
they haveébothinkegnibgl aproe) et weumdj o

be relati vel yo(pRodsviitciev elOfaffodorana tH Ro. n

Convetbvel Ynit Area Administrator and the

mani f estpeed sbheakt towarmd | ¢ agu esRh eall swe v er

recogni zerdusat dfahcekm oofr gtani sati onal me mber s
AiOn a personal | evel, |1 have a good re
when | contact them they will either g

find out the answer and -mernasldracekv etlo, me
I know that there is not a | ot of trus
that' s because they maybe had a bad ex
of the team, who hasn't beéandtdel pful a

they don't agnedt atdhvel cseu pfproormti t hat per son,



for theowboite ARea Administrator)

AAs far as | am concerned, for the stuf
been 110 percent, they have gone out t

don'thémket hey é&tbR 'cto utlrdu sbte tnhoerme v ocal ,

be more interactive with people, they
policies of the company, angbadey don'
press because of 1itoutThtelyerde,n'tthewtddrt

anybody has @ot amgenpobpobkemsmonth havi
from HR, for a big company | i&e this I

(I'nformati one&desrt)ems Team L

Similarly, the CorporahguiPthedi bgt Arahybi

trust towcdhe partthnred nNHBR | ack of t rsucste ftraom

geograpkbiommunacaédti on i ssues:
AMYy own trust i s maybe about 8 out of
organiasatwi @n, maybe it would be 3 or ¢
reasons for t hat i's t hoartg alnifdwnliyont hi n
appreciates the pressure on HR, so tha
whet her they can truashti ndhe &R . L i mawmg
bit of dealing with HR, if they say th
do it. So | donétth ehraev ei sia $ssountest hhwiwitgiec | b s &
you areas owelhlem | do think there iIs a

wh ch is partbytabbet dbetodCoe poumait eat i

Pl anning Anal yst)

MT Yy



Equahé yAdmi nOfsftiadagmpmpmasiase ommuni cati on i s
t hat empd otyegesedaroal Frpy mh HR wan |persosb Ittdingsy amad

|l ack of contaetposdebminey of developing

AYou don'atf rroemm|HR/ uhnel ess you've got a p

to contact them...I don't really know
have any croenasaccnts tthoe m. But I definitel
contact does not facilitate ot he deve

(Administration Officer)

ThEnvironment al A s saensds ntema Q@p@eminsddi @aani sCef f
i nsbag@a@aadgr aphi cabihrogw ueh,e dceesncerr &Ri da@fpiao nh me
at t hoer gnaenish e b d quhaacso@isi der ably weakened |

withRst aff member s

Al guess it has mhgvyhdgobhahgedhasnbeeaou

here, because when we were previously
know the person that you were dealing
t hem. But now, I have no idea who halff
t henmesd | oor as them.. .|l don't know then

many changes of staff and nobody have |
a | ot of people walking up and down t*h

t heydo(&mesii ronment avlirsfjossessment Ad

AiYears ago you would have the HR team
people that were doing HR knew everyb

problems, they knew their issues, they

MT ¢



knew the dynampcsNowhldRteéam tseknaw t he
are advising about, they don'"t know th
know the personal i ssues that are goin

t hat are asking the questa omwsi.ndsheyi

getting done, they don't <care...we hav
decentralized, because we have peopl e
capabl e of doing the job. But they wi

everything( Opdtiroanl iGfdd.cer B)

Di f fementElxyt,ertnal Funding OfficehimahimRfes
col |l emagautsh @ gHR dep afnodltmebght e s aimeme mtcr fur e e

t hatchlhasacteri zed gtame sragstonof t he

AYou knowhawe ahaveecr ui t medt yermae sz e hfoavre vitel

the HR team seems to be the only one wt

posts that didn't exist before...at th
got in there seems paetmpnbopoahi oaat ui
there is a recruitment freeze everywhe

freeze, thed kgaoltf aoff obR tlbpasdm anyway, b
job is recruiting. So yeah, &Gtrangely

( Exntaelr Fundi ng Officer)

On the same | ine, the Efficiekekat BRBRehaname

the only atetpiamd mletmblpagsonmo@aned c e repdor at e

AHR s eems twh eyreeta sb itghgee graensdsoad fisatmenlel e r

and HR seems to be dictating rather t1}

My n



would have been discussed, and there s

HR about how throgst WRI | ebs yleoamed hah t

ago, I feealgedHRqbhasecdaamatically. Il n t
seen HR there to manage resources, but
But now, | no |l onger see that wel fare |
as | did...HR is bdcdmihagh tarymare ¢dhr

manage the resourcedhneamwd!| hat eot bere heo

(Efficient Government Officer)

Fuhdr mor e, she &hegoHe&xspddiftiheeddrt haaptpr eae ht

years by focusiowgld:ass on empl oyees

AiWe used to have a welfare officer who
no |l onger exists...there have been chal
private sector people have come in, so

correspondende,e a&othwealolfy thewers poken wor

far more straight to the point, and so
a little bit too far.. .1l think in the
‘cotton and wool' kind lofi tapjpu®@chopum
harsh, sounds hardeganibk &iRée lamewneé twistelein

a place where you wouwlrd,aglbve dcau s e/ otuln e y

arééen managemenbdb( Eeffaimtisepiooc®&ever nment O

Similarly, AtlmenUsitattoradaogted hehat pddRsb
touwhi |l eEntvihe onment al A s sneasasdnfiednstts Aldarc s oo f

towahHdRs t afcfcusi ng them of sockh@ak eoftomlseé xiulsit

MY M



AiThere is a natur al di strust for HR.
i mportant that HR are aware of that an
on that and be more open, and be consc

i mpact on peopl e.e Armd nlowtakldiarylks , e WHERn hrac

per sonal touch. I think one of the wor
t hat they used to be <called personnel
resources. | think that was the bigges:
yoaire just a number, you are not a hume

need back that personalo (tnuicth Arheaat W

Admini strator)

~

Al don't actually think HR generate a

experience whens |Iwiatnmh dd ocslcluesasg inegs tihss t h

terribly enabling for t heorignadniivsiadtuiaoln,

and they wild!@ t oy g aoingaetidisoyre rb uwh & th etr lee
flexibility in terms of whgatsstafwhat g
our HR department does to be honest. T

now, which kind of make you think why
we have got to do altl utnkdeertshiamgls qan ltien
of what HR does.. .|l get on very well w
haven't had to engage with HR. But you
find them hugely constructive, I t hin
process and procoedt e&j lEinthierrgen me st anl

Assessment Adviso

The Program Manargetre aflda nrien gCioAArpa leyaslt s 1o eanc

MY H



conflictiwmhgi phtioegmtaiébelct t he devel opmen

Al think the towstlwoshdwbeuprentgtiaff
i n just chatting around with peopl e, i
the things that they have said to me e

HR on t he anmammellveyeprovi de. | Tea hbaekf air

HR is sort of being twisted in betwee]
supportive and trusting, but equally w
the other hand, and making sure that I

have the audoirtt st rmahialt etvheart dseucpipsi on t hey
of the day. And | j ust don't see how
compati ble with one anot he(rPRr olgrtahm nk t

Manager)

Al think HR struggle inythatvetheoey dredve
but struggle to get traction because o
So their effort in building capacity a

and devel opment and these side of thin

oftearehegen in isolation. And it is di
individual automatically think that S L
sure that individuals get out of the j

as you go somendet bbsef ocoemegouname not
t hober gani s &toi on is a difficult dynamic

t hat oEeGepregdrate Planning Analyst)

Additionall yangere PlrogrammiMmose ded loiptpge hle

MYy O



or

Si

r eltyhien gH Rpimsvteanf ft ,h eshpeo dirada d wicee ved i n t |

il came across circumstances where HR h
me something which | know as a manager
don't really trubéeytaee. goindgonhbdbt béehdn
find them to be BbmdomMmmeteerdtai an yoquadioa |
ranking members of staffs, who got n c

deci sions or even misunderstanding pol

t hpeol i cy myself and find out in due col
done. And it has happened quite a few
and competency problems in HR, the | es

not relying on ubemmgntoiwneljyudagmkent ¢
someti mes to challenge the advice you

that o Pefoglram Manager)

milarly, the Project Manager and the E

their doubt s tdre stHReb f papavdidiey tshfedcoheect g

ki

nd of i nformation when requested

Al trust the HR to have thought enough
wel fare and how we deal with things | il
to havtedowistuh people to make sure tha
t hoergani sdatitomst them much | ess to giwv

need frodmrtohemt Manager)

AService standards are falling in HR.

emai |l iintg ilBSR normal ly something quite i

My n



you wouldn't be going to HR. And welll,

trust to Q€eEf hiceepbn&evernment Office

The | adk coof mpHeR € rocdde éseeremmish e dtrmagmtu'is di ff i c
and the hirgltkavaobeerrzing the HR depart |

foll owing comments by amnlde btyp @ twas¥riecae résd: mi r

~

Al think theretursnogvweirt eofa trheeg ushemandi or H
that must have knocked the trust withi
qguite a difficult time recruiting sta
casual junior staff, so there isn"t ¢ttt
al ways refer upo aanmd!| dwi Wshi p Awe a h.

Admini strator)

irfhe problem with HR is that &nyone th
very quickly and then they get new peo
policies. So you are phonihregsywpnet o as Kk
are qui ckoeurr steol fdo oirt yyaondagkut dem' adag!
with what they said, then you have got

that they gaaecvi(o@petrhaet ivornonQ@f fi cer A)

ASome people iaeant heaWH&®R beepmargimven rete
and that's payment on top of their sal
we have such a big turnover in HR st
policies, they are not consi t ent , t h

(Operation Officer B)

Additi beallwr nt ng and Dresibdganewt e®gif nge

My p



depard méamtgh t uaompetrenctyhegap of t he HR
h eadq uraerl toedrastsiuseltse eax| psrossoeean ciemn n 6 et loa tti hoen

recaedqdptti iHeR @far model ng

Al think there i s a | acgamifs @tainasrky i n
because historically managers turn to
used to that happening, aondcésothatchas

caused a bit of trust to break down.

new way of working i n HR ocarngda mi.hsaatt itchma t
Il think t het hodefRr ciesptgiooinn goahsomaduonagess uf o
do and trheyt arealgloithemsel ves business
trust back has been quite a difficult
by our heradlquaattieon, as we | ost near
depart ment , and over the years there |
HR, dwi saory st af frsexmmesrei ebneceend ,quande al |

relay under mined(tbarnrogtandi &@&®&vel opmer

Further concerns rel &ddtRpaédr t oreatdredg aveeo @t iaol
exprdestksye ot her r e st phoen dRerna jse ¢ t & uMahnraagsenie, n t tal

Assessmemanddivies oCmpt omemesat Manager:

Al am not qui tee osfurHR whepa rtthree rtoli s t he
first started,t opedoop |eev eerxyptehcitmedda tHeRde r y t |
should be HR to do it. Now that's not

|l ess trust that i ndi vidual s whavwe i n HEF

they have the authority toq Pdoj antd wh

MYy C



Manager)

~

Al t hink since al | t hese new HR syst
depersonalized an awful l ot of what HR
HR for any persomanlenpr @blodme mesr, manad
|l wouldn't know who to go to speak to,
l ook Ili ke and theg( EBmwiment anly Aasnes e

Advr)s o

ilt has been grumbling over the past fe
to what wWerwvalkle sglst ems. So we are al
more administration, and | think there
from people assthdeidonpot, faald itthey pr
should deal with pPpeCehei suocaudsmi himgt o ae

Manager)

Fi nalsl Fpoi€Croi, t r es ponaérngtl snhanfi f st leedr ent opi
when quabtunena ch f | uednecpea rotfmetnhte oHhR t he deve
rel at iacm owispgdam éTsh#@Ri Bnsi ness PBPhotampd ee x pl
that the HRpdayardt meftunhlasneditmd a ot reu s tn
withe Trade Uni on,g assu pmed rha masld @we vperro, v isdhiel
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CHAPTER 5

Discussion

Introduction

In this thesis, trust has been studied with a rleNtel approach aimed at extending the
current literature perspective based on a stdgieensional understanding of trust
(McEvily and Tortoriello, 201) and at correctinghe optimistic bias that permeat

most of the reseah on trust inorganisatios (Gagiulo and Etug, 2006 by
contributingto the literaturewith a more integrated approachs discussed in the
literature chapterprganisatioal scholars have primarily focused on interpersonal
sociatpsychological processes, merely acknowledging soitke influences of the

work environment, ororganisatioal context, without sufficient theorization

(M° | | e2006)riding this gapentailsanimportant shift in research attentirom

studying intraorganisatioal trustsolely in dyadic relations tdocusing also on the
dynamics of the employment relationships, and on the effects afrgfamisatioal
environment in which business relations are embeddeather words, s Siebert at

al. (2016) have suggested, thierature needs to take a sociological and, arguably,
morecritical turn.

The present chapter reviews the findings of the thesis inomlto its core research
objective providing a broader criticaleflection upon central themes and concepts
raised in the literatureeview and methodology chapters @nswer the first research
question-i. e.haW are the main daceéeloopgmeamtf | afen
organi zational trust at an?iitmtee rctherps terral

a n al the inportance ofintra-organisatioal trust in the managemerdf the



employment relationshignd then focusesn those identifiednechanisms influencing

the cevelopment of trust atither theinterpersonalor the organisatioal level. As
Searle and Skinner (2011) suggestib@, findings confirm that intrarganisatioal

trust cardevelopatboth anintempersonabndorganisatioal level, and it is determined

not only by individual experiences and relationships but alstvdybrkplace itself
(Gillespie anDietz, 2009).

An awareness dhedifferent sourcesfantra-organisatioal trust helpgo understand
more fully the preciselynamics of trust at workndto envisage circumstances in
which trust may take an optimistic, high trust dynamic, as well as a pessimistic, low
trust dynamic, within the sanweganisationAs Grey and Garsten (2001) and Zaheer
et al (1998) have noted, stemic (i.eorganisatioal) and interpersonal level of trust
are interrelated and affect each other. A full understanding of trust@gidr@satioal

level is not possible without reference to the individuals who are members of the
organisation and afull understanding of personal trust is not possible without
analysingheorganisatioal context in which such personal tr(mt distrust) develops.
Secondly, the chapter discusdesst in relation to the Human Resource function
answeing the second research question, i&/h a t role does the
function pl ay iimitdrhaea diedvaetl iodgmeelintto owh at
perceived positownvgadyiada mieabhe findirysedesgribd y
a fracturedand dysfuctional situation for HR staffivho seems to have significant
issues in building and promoting trust relatioips. In agreement with Siebegt al.
(2016), thissignificant lack of trussuggestshat the normative HRM literature fato
acknowledge the existence ioherent conflict between employees and employers

within the employment relationship tHdR practitionerdardly try to mediate.



5.1 The importance of trust in the employment relationship

Over the last several decadesanagement researchérave increasingly recognized
thatintra-organisatioal trust plays a fundamental role in wartiganisatios; however,
empirical evidenclasgenerally but not consistensyipported this perspective (Rs
andFerrin, 2001).tlis apparent that trust is of vital importartoemoderrorganisation
theory. Management researchers have in fact increasingly recognized the importance
of trust asanorganizing principle (Bachmarand Zaheer, 2006) for coordinating tasks
and pomoting coopeaation. Asdiscussedn the literature revievehaptey numerous
research studies have indicated that trust is necessary for effective cooperation and
communication anéor building the foundatios of cohesive and productive worig
relationships.Furthermore, lie continuouschangesaffecting the workplacein the
direction of more participative magement styles,self-directed teams, and
empowered workerBave contributed toncreasinghe importance of trust, whereas
control mechanisms haween rduced or removedn fact whereas hierarchy elicited
cooperation in the form of compliancem workers, trust can elicit operation in the
form of active commitment and identification (Korcan 2000).

The findingsof the research confirtine importance of trust for the functioning of both
the analysedorganisatios. Respondentsdepicted trust as apsychological and
opemtional mechanispwhich facilitatessuperior qualitywork and the achievement
of objectivesby allowing to successfullywork independently and as a teafiey
confirmed that trust favourthe development of effective workjrrelationshipsoy
enhancing motivatiorand their reliance on colleaguyeand by obtairing more
constrictive and positive interactionsvherein information can be shared and

corfidentiality is guaranteedOn an operatiaal level, trustworks as a coordination



mechanism tdacilitate the successful delegation of tasks smuomprove decision
making processesna psychological level, gervesinsteadto maintainmotivation

by directing the work of each membeff stafftoward acommon goal.

Despitethe recognized importance of trust within both #rmalysedorganisatios,
numerous respondentsconversely acknowledged a diminishing level of trust,
particularly toward their respective senior managatsSpiritCo, they identified the
increased business pressures #mel higher level of stress as the main factors
determinng alack of trust withinthe companySimilarly, atNatueOrg respondents
identified the organisatiod #ncessant pursuitfoefficiency, the increased business
pressureghetighter deadlineghe unsustainable workloadnd the lack of sufficient
opposition to Scot tsiashe mamnofacters deterenimibgiacsk r e q u €
of trust within theorganisation

The collected dateonfirmthat heemployment relationships of both thieganisatios
have been profoundly affected bycontinuous organisatioal restructuringand
increasedexternalpressures to provide more efficient and effective services (Coyle
Shapiro and Keser, 2000). Their respective workforces have been exposed to
progressively tighter financial regimes, increased workloadliséress, and close
monitoring oforganisatioal performanceAs TschannerMoran andHoy (2000)have
suggestedheincessant request fargher standals and more accountability seems to
foster conditions of suspicion and blarhence hinderinghe development of trust.

The registeredbw level of trustseems ta@orroborateghe argumenon the decline of
trust discusseth the literature chapteDfetz, Martirs, & Searle, 2011; Thompson,

2003).In agreement witiDietz et al. (2011) the findings suggeghat redundancy



programs, perceptios of job insecurity, increased workloads and stress do all
contribute to damaging the development of trlistbetter understand whyost of the
respondents manifested a low legétrust, despite recognizing iisiportancewithin
their organistons, the followingtwo sections will separately analyse tiespective

dynamics of trust at the inf@ersonal and at therganisatioal levek.

5.2 Dynamics of trust at the interpersonal level

In order b examinghe dynamics of trusdt theinterpersonal levelit is important to
observehow the development of trust can vary according to the different hiecatchi
levels of theorganisation As Fox (1974) suggestedrust is embedded in the
hierarchical power structure of anganisatiorand thereforeo provide better insights
into the structural causes and antecedents of trust, the referent facets of the relationship
being invoked need first to be established (Hardin, 1998Jleed, beside
acknowledginghat trust can vary according subjective predisposition and intrinsic
personal attitude@®@.g.EHS Advisa, pp. 61 by influencing the perception we have of
others ¥ a k o vdt & ,2@10), the findingsuggesthat trust can also significantly
vary according to the spdici characteristics of theonsideredob role At SpiritCo
for example different levels of trustan be distinguishebetwea staff members
having a r ol e o floortahdethose avarlpng msteadsin tisehoiiise
environment. Levels of trust seetm be higher within either of the tngroups, astaff
members havan opportunity to work more closely with each otlaed to keep
interacting on a daily basfs.g.Prodiction Operator E, pp. 75

A further important distinction can also be mammsidering the different working

approach of the stafhembers belonging to these twyooups. As the Procurement



Director desched(pp. 61), thosecovering higher positions (i.e. typically working in
the officas environment) tend to focus more on building and enimantheir trust
relationshipdy seeking increased responsibibtend extending their influeneathin
the organisationOn the opposite, memisasf staff working at the lower hierarchical
level (i.e typically on the shoffloor) tendinsteadto be less interesteih further
developing theirinfluence within theorganization, and they are therefoess

motivated to enhance or expand their trust relationships.

As Kramer (1995) suggestetd,hoséhe®@abott omd andofthehose 6
organisationtend to experience trust differently. Indeed, such proposition lgan

further elaborated by focusing time three main joboles in the hierarchical structure

of the twoanalysé organisatios, i.e. erployees, line manageand seniomanagers.
Foremployes with a normanagerial role, the development of trustms mainly an

outcone of theirwillingness and capacity of successfully delivering results, and
consequently acquiring ftnerresponsibilities in thie job. Asthe Events Coordinator

of SpirtCo mentioned, trust in this caseainly representsiit he abi |l ity t o
situations in the right ways, in the right time frame,andt h t he r i ght out
62). Very similarly, the comments from the Operation Officer(ip. 6§ and the

Corporate Planning Analys(pp. 69 also confirmed thatthe development of
empoyeesd trug within NatureOrg. is primarily determined by their capacity of
producinggood consistent work and quality material.

Two examples from SpiritCoan be used to furthedubtrate this point. Firstlythe

case of the Production Team Leadpp. 62, who has managed to build trust

relationshipswith her colleagues by deliveringhat was expectedrom her, and



thereforeshe hasecently been promote&econdly, we can considtdre case of the
companyo6s a,gvheongven thieir precaious employment condiioare
often unableo properly deliver what iexpectedrom them, and therefore they are
constraind in the development of truselationships withtheir colleagues(e.g.

Material Controller, pp. 63

Other mechanisms determine instead the development of trust with line managers.
Their higher hierarchicgbosition demansia different and more challenging set of
expectations, which managers ndedbe able to fulfillin orderto develop trust
relationshipqe.g. Manufactuing Development Manager, pp.)6&espondents from

both theorganisatios suggested thdine managers need to build trust by being
available to their team members and providing supeogt Qperation Officer A, pp.

68; Environmental Assessment Advispp. 69, by treating equally their subordinates
despite the ifferent hierarchicaposition by providing a certain degree of autonomy
(e.g. Unit Area Administréor, pp. 70, as well asby providing mentoring and
development opportunitige.g.Senor HR Busi nes 9. AFRVLrl tl neerri 6nsg,
(2006) suggested, trust is based herammstitutionalized role, which sets a specific
patten of expectations among actorsaiagers tend to be a source of embodied
organisatioal actionstherefae high or low trust toward thegan be intermted as a
responsé 0 e mp |l oy e e sofganisaioaktseppart Feoreset al.,f2005).

The data also suggested that, in ordeteeelop trust, managers need to be consistent
and avoid making promises they do not have the power to fulfill. This can indeed be
quite problematic and it can create issues when managers are requdediver on

multiple levels,or they have to respontb competing priorities. In this regard, the



Procurement Director of SpiritQpp. 69 suggestedor examplethat managers need

to be very carefl in not developing a friendshitype of relatbonship with their
subordinates This confirms, a Fulmer and @lfand (2012) have suggestetiat
interpersonal trust might be more difficult to develop when two parties have power
differences than when they hold similar power.

We can utilizeagaintwo examples from the data to further illustrate the unique aspects
characterizing the development of trust relationships livithmanagers. Firstlythe
Material Controller of SpiritCdpp. 64, despite acknowledging the reciprocalture

of trust,descibed howthe wnequal bargaining power (Math&011) between herself
and herine manager implies that the lattdoes not have to put the same degree of
effort in building trust The second example is given instead by the Contmuou
Improvement Manager of NatureOfgp. 70, who describedhow line managers,
differently from employeesnayhave to simultaneousbeliver on multiple levels and
balance cmpeting priorities, which caaffect the developmentf érust relationships

with them As other respondentdsocommentedline managersieed to be trusted in
taking decisions that are best for the overall unit or team, as opposed to the single
individual (e.g.Corporate Planning Analyst, pp. h&nd they also need to have trust

in the deisions that are being cascad#alvn from senior n@agers, as these could
affect the development of trust relationships with their own team men(dersnit

Area Administrator, pp. 103

The development of trust relationphiwith senior managers seenrstead to be
determinedby mechanisms primarily related to tleading rolethat theyhold within

the twoorganisatios. Senior managers of SpiritGtave been abjdor example to



develop trust by assmg t h e c o nspcaessyub winctioningconsequenyt
guaranteeing degree of job security to their employdesgy. Administration Officer,

pp. 70. As somescholarsalreadyacknowledged Garnevale and Wechsler, 1992;
Oomsels andBouckaert, 2012) job security seems toconstitute an important
antecedentor the level of trust that staff members can develop toward their senior
management teaife.g. Production Operator C, pp. s well as fodeveloping a
sense of purpose toward the j@bg.Warehouse Team Leader, (3®). Indeed, as Den
Hartog (2003) has suggested, visioningnisre important fodeveloping trust with
senior managsthan lowerlevel managers.

Conversgy, other respondents of SpiritGoanifested instead a lack of trust toward
their senior managers, due to theile at the top of therganisatioal ladder(e.g.Plant
Engineer, pp. 66 This lack of trust wasndeed also directly confirmed by both the
interviewel companyds di,wkocecogmized the Existénee of d seri€so
of political games played by the members of the senior management team to pursue
their own personal agend@sg. Technical Director, pp. 6Procurement Director, pp.
67). As Chen and Indartono (2011) also sudees this confirms that politics in
organisatios and manipulative behaviors are negatively related to the develbpinen
trust relationships.

The sendr managers of NatureOrgre instead éss trusted in theicapacity of
safeguarding jobs and effectively running tleeganisationThe degree of uncertaynt
affecting theorganisatioris, for example well described by the Senior HR Business
Partner (pp. 98. Senior managers aralleged of a lack oftransparency and
communicationof being too remote and not sigféntly involving their staffpf taking

decisions that do not have the begtiiast of their staff at heand of pursuing



personal and political agendas without sufficiently standganstthe requests of the
Scottish Governmeng(g.EnvironmentalAssessment Adviser, pp. (4

The findings fromboth theorganisatios confirmAlbrecht and Travaglioné 2 0 0 3 ) 6 s
argument that the development of trust toward senior managers is mainly determined
by their capacity of providing a degree of stability and job security, and by effectively
communi@ting with their staff member#&is Normanet al. (2010) havesuggested

senior managers engaging in positive and transparent commungeeioto obtaina

higher level of trust from their staff, while their actual and perceived accessibility can
positively influence the developmenft trust toward them (Worralkt al., 201J.
However for most employees, the decision to treshiormanagemenseems to be
based more on the outcoswf organisatioal decisions made by them (Costigan and
Berman, 1998; Tzafrir, 2005) andthe perceived fairness of these decisions (Connell

et al, 2003; Tyler, 2003)n other words, aMcCauley and Kuhnert (1992) suggested,
trustbetween employees and senior manatgrd notto be intepersonal in nature,

andnotbased orthedirect personaexperence of their character, wordad actions.

The focus on the job role providawvaluable conceptual vehicle for making the micro
macro link between trust in individuals and thaiganisatioal context (Perronet al.,
2003) In line with the psychologial tradition, the findings confirnthat the
development of trust is also influenced by the characteristics of the relatiotigktips
staff membersform with each other.The importance of developing effective
interpersonal relationstsps alreadg well validated by thentra-organisatioal trust
literature Gearlee t . 2011b; Mayer et al., 1995), which has acknowledgéuat

communication constitutes the backbone of any interpersonal relatiorShipeyale



and Wechdr, 1992; Payne and Clark, 2003; Tschankeman andHoy, 2000)and
playsa key role in the developent oftrust.

The findings confirm the literature(Hill et al, 2009; Den Hartog, 2003uggesting
that it is easier to build trust through etoeone,faceto-face interactiog, as opposed

to having to build trust through remote forms of communicafgg.Proc ur e me nt 6 s
Director, pp. 75 Project Manager, pp. J9In order to obtain an effective
communication, it is fundamental for staff members to be able to identify with the
persons they are interacting withnd to adjust their behaviors accordingbyg.
Corporate Planning Analygbp. 80.

There seento be certairscenarios where commigating effectively isparticularly
vital. That is the casdor example for those situations where dsitins need to be
taken or deadlines need to hespected. Firstlyit is fundamental for bothine
managers and senior managersvolve otherstaff membersas much as possible in
decisionmaking processes and obtaining theirfiupn decisionsPartidpative and
consulting decisiommaking that gives followers a voi¢cds a key dimension of
procedural justice, and it has alrgdzben found to be a key factor in the development
of trust inleades (Dirks and Ferrin, 200&5illespie and Mann, 2004). Secondityis
also essentidbr every staff membets promptly communicate beforehand whenever
a deadline cannot be respeci{edyg. Operation Officer A, pp. 79 The significant
challenge of communication in decistamking scenarios wagor example well
described by th&nit Area Administratoof NatureOrg (pp. 103.

Direct communication seemalso to beimportant for the development of trust
relationships witrsenior managers. Within SpiritCthose staff members who hisd

the pastin opportunity to collaborate more closely with their senior managers, or had



an opportunity to develop closer personal relationshiggsthem, manifested a higher
degree of trust toward thefa.g.Events Coordinator, pp. 7®roduction Opextor C,
pp. 79. Conversely, when a specific rallesnot allow sufficient interactions with
seniormanagers, it negatively affedtse development of trustlegionships with them.
This iswell describedfor example by the Technical Director of SpiritC¢pp. 77,
who acknowledged thamployeeswho do not have regulamteractions with him
might havedevelogda certain lack of trustiueto unmet expectations

A very similar dynamids also observable within Natu@eg. Onthe one hand, there
are staff members trusig senior managers due to sorpeevious personal
collaborationswith them (e.g. Efficient Government Officer, pp. 80Contiruous
Improvement Manager, pp. B1On the otherthere arealso numerous examples of
lack of interpersonal communication and lack of direct interactiwitl senior
managers, which havendered the development of trusivierd them(e.g.Information
System Team Leader, pp.-82). Indeed, the lack of communication and visibility of
senior maagement seents be a widespreadsue for many responais of Natur©rg
(e.g.Operation Officer B, pp. §2

All this supportCostiganetal.( 2011) 6s argument that top
careful in adjusting their communication style when emplsyiest drops. A Bed$in
and Reddin (200% suggestedfacetime can indeed improve employee Grust
perception of top managemet.other wordstrust is higher when decisions that can
seriously impact on the employee are taken by someone with whom the empbyee ha
a dyadic oneto-one interaction (Roussin, 2008pr a faceto-face relationship
(Blunsdon and Ree@003. As previously mentionedrust betweenemployees and

senior managers tend to b®t interpersonal in naturebut based instead on



organisatioal outcanes; lowever, direct intepersonal relationships with seni

managersnightbemmerelevant when trust isroken down at therganisatioal level

Respondents from both therganisatios also highlightedthe importance of
guaranteeing confidentialityith both their peers and line managersdosuringthe
development of trusfe.g. Production Line Managepp. 77 Informaion Systems
Team Leader, pp. 3&nd hownot holding confidential information, while trying to
pursue personal agendas, could negatively affect the development ofetgist
Operation Officer B, pp. §3

In agreement with the literature (e.@hitener et al, 1998, staff members of
NatureOrg also confirmedhe importance aiutonomyfor favouring the development
of trust As Perone et al. (2003) already explainedautonomy is what allows
individuals to exercise discretion in a way that conveys theiretdgthg motives and
intentions.Therefore, it is essentiidr managerso carry out theijob without standing
overtheirc ol | e a g u e s dile,doh emplbydes, rit SSmponantto have the
oppotunity to workwithout beingconstantly overseeAdditionally, the findingsalso
suggesthatautonomyis particularlyimportant formembers of stawho are remotely
managedfor those having manager thatorksparttime (e.g.Administrator Officer,
pp. 84; HR Business Partners, pp),&& well as for those managers who need to cope
with a potential lack of available resour¢esy. Unt Area Administrator, pp. §3
Furthermore staff members of SpiritCalso highlighted the importance of honesty,
integrity and respeddr facilitatingthe development of trust relationships. Foe and
seniormanagershonesty and integritgeemto be particuldy important in allthose

scenaios where their commitmentanust be fulfilled (e.g. Manufactring



Development Managempp. 7#78). In this regard, the literature igalready very

exhaustive, as amny scholars and researchers have considered honesty as a pivotal
facet oftrust (Cummings an@romiley, 1996; Hoy andl'schannerMoran, 1999),

while many others have adopted the concept of integrity as part of the Mayer and
coll eaguesd model of i nedal,199%) Havkver,ttheses t wo r
researches hawdten remained focused on the interpersonal level withdticently

connecting these concepts to the organisational environ@emerselythe findings

provide an interesting example (i.e. Production Operator B, pp. 78) oaHagk of

honesty, integrity and respect camegatively affect the development ofrust
consequently to the introduction of a new organizational practice, such as the night

shift for the production operators and engineers of SpiritCo.

5.3 Dynamics of trust at theorganisational level

Within SpiritCaq the thriving business environmeuftthe company has facilitated the
dewelopment of trust relationshifiy guaranteeing a high degree of job secygty.
Production Operator A, pp. B5The HR Business Partng@p. 89 described how the
needof theorganisatiorio become more efficient, while still delivering high standards
productshasled to a saes of cultural changes that haakected the development of
trust The offering of training and management courassyell as the implementation
of various managaeent practices, hayefor example positively affected the
development of trust by influencing individual behaviors. Thaingof management
training has brokendown some of the barriers impeding the development of trust
between individualée.g.Production Line Manager, pp. Bévhile the implementation

of new managerial practices uc h5 &6, 60Conti nuous | mprove



Ma n u f a ¢ hasallowed tp @ositively influence the development of trust by more
clearl y def i ni sponsisilitiesdonségsently obtamisgonatheda r e
higher degree afivolvementin the businesge.g.Production Team Lead, pp. )86

Other managementgeticespositively influencing the development of traseteam
working, adoptedfor setting common goals and preventing the pursuit of personal
agendage.g.Project Account, pp. 8 Procurement Director, pg7); crossfunctional
teams, which favwar a higher degree of collaboration across departmendsEHS
Advisor, pp. 88; andthe Global Performance ManagemeSystem (GPS), which
favours a higher degree of transparency and a better promotion ofghaisatioal

core valuege.g.Producton Operator D, pp. 991). In particularthe GPS allowsach

staff member to have access to the annual objectives of all their peers and managers,
enhancing the level of transparency hait the company. It also facilitates the
promotion oftrust as amrganisatioal core value,y maki ng it part of
performance management process.part of their anral objectives, staff members
arein fact requestedb provide evidenceéhat demonstrate their focus andoetfs to

build trust relationshipwith their colleagues.

Additionally, beside the implementation of new management practices, the adoption
of new communication toalsuch as companyide monthly briefs andrganisatioal

core valueshas positively affectethe development of trust. Qheone hand, the use

of companywide monthly briefs has allowebetter sharing of information and
increased involvement of staff members in decisi@king processege.g. Evens
Coor di ppa8).dOn thesother, the adoption of theyanisatioal core valuebas
allowed employees to better focusing on tr@stg. EHS Manager, pp. 890),

especially by having t he val ues I ncor pc



management systerfe.g. Global Archve Manager, pp. 90 In agreement with
Nooteboom (2002the dataconfirh hat e mpl| oy e e 0 srgapigatiodb e pt i on
trustworthiness can be derivédm sharedvalues and norms. These are partidular

important because they can contribute to the developmerdffeictbased trust

among employes ( @ marfdP u | &,t2a06)tIndeed, committingo conmonly

share values can allow increastngst by developing a collective identity (Den Hartog,

2003) anl deeper kind of relationshipsd. developh g 6 i d e fbtaisfeida tt ir aurs t

Similarly, respondent®f NaturéOrg also described various mechanisms positively
influencing the development of trust ah organisatioal level. They referredfor
example to the consensual decisiomaking process characterizing tbeganisation
(e.g.Continuous Improvement Manager, pp.)9the higher degree of openness and
transparencyecentlyobtained with the adoption of the partnership agreement with the
trade union(e.g. HR Business Partner, pp.)9@s well as the incremental use of IT
communication systems and video conferengmg. Directorate Support Manager,
pp. 97. Additionally, one of the intervieweBroject Manageipp. 97 alsoemphasise

the implementation of more strucal business and corporate plannipgpcesses
which haveallowed to enhance trust by improving professionalism and gesinent
within theorganisatonThi s confirms Si x and Sorge (2
formalizaton of interpersonal dealing can coincide with the building of trast,
individual behaviors are subject to valuable constraints.

Other respondents acknowledged a high level of trust withirothanisationas a
consequence of the positieeganisatioal culture (e.g. Operation Officer D, pp. 98

andof the high level of respect existing between staff and managéegiiReaeation



& Access Officer, pp. 98Alongside the mentionearganisatioal features, it was also
highlighted that theorganisatiod seduced budget, together with the increased
business pressures distressing thieganisation have positively affected the
development of trust betwestaff members by obliginghanagerand employees to

collaborate more closely with each otlfer. Trade Union Convenor, pp. R7

Conversely other respondents recognized instead several mechanisms negatively
influencing the development of trusht SpiritCo, the Manufacturing Development
Manager(pp. 89 describedfor example how the development of trust isfluenced

by the chaacteristics of each departmead by the hierarchical structure thfe
organisationsuggestinghat lower levels of trust mig be found at the higher levef

the organisatioal ladder Other respondentsexpressed their doubts on the
organisationatore valuesarguingthat these are not sufficiently enforced to make any
realdifference(e.g.Procurement Director, pp. Bthatthey are not properly respected
by senior manage(g.g.HR Business Partner, pp.@P), or even thathey have bee
adopted as a reputational &ale to hide the problems created byitttensification of
pressures anthe increasedrganisatioal demandgi.e. higher workload and widen
responsibilitiesplaced on the workforog.g.Production Operator B, pp. 924).

Indeed, otherrespondentsalso confirmedthe negative effects produced by the
increased workloadhe stronger business pressures, #melhigher levels of stress
within the companye.g.Plant Engineer pp. 923). It was describedor examplethat
staff members haveo increasinglystruggle to keep their promises and commitments
(e.g.Project Accountant, pp. 93hatthe introduction of newrganisatioal systems

adoptedo copewith the increased workloatdascreaed some resentment apassive



resistance from stafiemberge.g.Events Coordinator, pp. §5and thathe contant
changes affecting theompanyhave prevented employees from having a sufficient
degree of stabilitf{e.g. HR Business Partner, pp.)9&ndhavefostered the risk of
driving fears andof generating a blaming culture between staff memigerg.
Manufactumg Development Manager, pp.)94

Thisevidenceseenst o confirm Gill espie andrdi et z (
embedded pressures atiee cause of a demanding and unpredictable working
environment, which is mre conducive to trust failureswo interestingexamplegrom

the data can baetilized to further illustrate how increased business pressuaas
detrimentally affect the development of trust relationshigsirstly, the Material
Controller (pp. 9% described how business pressures can affect the trust relgi®onsh
betweera manager and Hiseerteammemberavhen they ar@ot able to cope with the
increased workloadSecondly, one of the production operatdesg. Prodution
Operator E, pp. 95desribed how business presssirbaverecently led to the
introduction ofthe night-shift for production operators, which in tunasnegatively

affected the development of trustvard senior manageuwsdermining their integrity.

Similarly, a large number of responderitem NaturéDrg also recognized that the
severebusiness conditions facing tbeganisatiorin recent yearsts declining budget
and the increased business pressurase hindeed the development of trust
relationshipsThe Senior HR Business Partiiep. 9899) recognizegfor examplea
substantialdegree of uncertainty caused the lack of sufficient resources and
adequate communication from theganization; while th€orporate Planning Analyst

(pp. 99 focusedon the degree of instability caused by ttatinuous changs



characterizing therganisation confirming thatorganisatioal changes camdeed
negatively impacton the devéopment of trust(Kiefer, 2005). Equally, other
respondentsecognized the existence of a certain degree of cynicismemmgtance
amongst &@ff members, due to the continuous chaa@racterizinghe organization
(e.g.Efficient Government Officer pp. 10Advice Information Officer, pp. 101
Other respondents focused instead the negative impacts caused by the latk
resources in therganisationThis hasegatively affected the development of trust by
for examplereducing the capacityf gtaff to deliver what they haywomised to their
colleagues(e.g. External Funding Officer, pp. 99by deteriorating the quality of
st af f(é.gDirpdorate Support Manager, pp.-200), by creatingnorebusiness
pressures and stricter deadlifeg.Unit Area Administrator, pp. 1Q0by determining

a lack of career and promotion opportunities for memboérstaff (e.g. Program
Ma n a g gpr 1@ and by causinghreats of possible redundansiuations(e.g.
Operation Officer C, pp. 100The findings confirmthat relational contradireacltes
can be | inked t o otganisatios (Morltes gndnang, 00§ and s t
these canalso createtensions in the relationshipetween employees and their
respective line managefs.g.Information SystemTeam Leadempp. 10).
Furthermorethe organisatiod s essantcpursuit of efficiency hagso solicited the
introduction of a series of monitoring and auditing systems, wihéste negatively
impactedon the development of trusty causing frictions and resistance from staff
memberfe.ggHR Busi ness P)aRespamentspbinted opthe negative 2
effects caused by the grants syst@rg. Unit Area Administrator, ppl02), the
monitoring system adopted for controllingternet usage and clearing degksy.

Operation Officer B, pp. 102 the monitoringsyst e m f esrh a é ¢g.g b



Environnental Assessment Adviser, fp3), the uneven application of thé f |- e x i
ti med (segg@permati on Of f), ane the hfe@rshjcal gygtem ofl 0 3
approval for decisiomaking(e.g.Program Manager pp. 103

Suchsyste;m seem to be i n | iannea gwei niehn ttoh er efif Noerwm sP
by Oomsels and Bouckaert (2012), which champmoganisatioal decentralization
coupled with mechanisms of contmalch as performance monitoring and auditing, or
internal control system and administrative regulationghat limit lowertier
managerial scretion.These types of mechanisms might effectively replacs Bis a
mechanism of contrdlecause they reduce the effective need for trust. Where there is
no more risk or discretion, trust isdeedno longer necessary (Lewis akideigert,

1985; Rousseaet al, 1998; Fulmeand Gelfand, 20)20ther scholars haa@milarly
arguedthat such systems introduced a degree of institutionalized disttagtublic
sectororganisatiosthrough a series of institutional measures and control mechanisms
(Van de Wal l e, 2 OThi®is als® eobfirmieccbly theor2nef 6f the
interviewed Progpm Manager of NatureOrg (pp. 5Where he clearly explains that

the abovementionedorganisational systems can indesgnificantly undermine the

development of trusby affecting individual behaviom@nd interpersonal relationships.

54Trust dyntamé cdR afmuwncti on

HRM policies and practicdsave often been regarded as the most influential area for
trust develoment insideorganisatios Blunsdon andReed 2003; Whitener, 1997,
20071 Dietzetal., 2011). HR professionals are requested to build people management
systems that delivea high level of employee commitment amthigagementand

although trust dynamics have rarely been the explicit focus of most HRlsntitey



suffuse them all §earleand Skinner, 2011). Indeed, as Searle and Skinner (2011)
explained, trust i ssues do surface throt
relate to the content of HR policies and intervention, as well as to the way they are
applied in a consistent, famnd effective manner.

HR policies and their enactment can expres®tbanisatiod s compet ence, i
concern, care and respect itsremployees and theirterests, consequently impacting

on the developrant of trust. Effective, fair and supposte HR policies and practices

are in fact on therganisatioa | olfirmen, as they are pivot a
positive psychological edracts (Westwooet al, 2001)and can influence positive
organisatioal outcomes (Ferreget al, 2005). Theyseek t o shape em
expectations regarding reciprocal obligas between manageaind staffanticipated
performance leveldreatmend at work (e.g. welfare, voiceand the prospects for
progressiomwithin theorganisatior(Searle and Skinner, 20111

In agreement with thetérature, the findings confirtihat trust is perceived agry
importantfor the HR departmentf both theorganisatios. At SpiritCq the HR

Business Partndpp. 104105 highlighted the need for HR to build trusttivboth

employer and employede be able to regisent the vievof both partiesAs Ulrich

(1998 explained,on the one hand HR professionals nded a c't as O0st |
partner 6/ 6change agentoé to design pol i c
employeesteflecting the will of management. On the other, they also play the role of
6empl oyee c ha aendiogtdihe redds and \aetfaeed®f employees

Similarly, theSeniorHR Busines Partneof NatureéOrg (pp. 114) also described how

trust hasobecome increasigimportant for theHR department in recent years, in order

to improve its reputation and modify the traditional perception of HRhast 6 pol i c e«



of the organisationFollowing the hiring of theeurrentHead of HR, the department
hasadgteda new approach to help tloeganisationachieving itsobjectives,being
more proactive, pragmatic, flexipland more engaged with the businésg. HR
Business Partner, pp. 1:145). Equally, the Senior HR Business Part(my. 115 also
highlighted the new central rotd trust for the HR department.

Additionally, numeroustherrespondents from both tleeganisatios also confirmed
the importance of trust for theiespectiveHR dertments, describing hothe HR
staff need to develop pesonal relationships with the workfor¢e.g. Recration and
Access Officer,pp. 116, hdd confidential information, angrovide support to
employeesvhen they are facing problems and they migittreceive sufficient support
from theirdirectline managerée.g.Production Operator B, pp. 103 good example
demonstrating how the support of HR can positively infbgethe development of
trust is providedby the Prodution Team Leader of SpiritC{pp. 106, when &e
describechow she trustder HR colleaguedue to the support she hesteived from

them in the paswhile facing some personal issues.

Despite theseositive acknowledgmesgit the majory of respondents conversely
manifesteda lack of trust towad their respective HR colleagyedentifying several
mechanisms which have negatively affected the development of trust tinarcht

SpiritCao, respondents recognizddr examplethatalaclo f e mpl oyeesd sup
HR staff could be detrimental to the development of trigsgy. Warehouse Team

Leader pp. 10%. The involvement of HR in cases of disciplinary hearigsl
redundancies situations halsobeenrecognized as a factor hindering the developing

of trust, particularly fosstaff members working on the shdipor (e.g.Global Archive

HMP



Manager, pp. 108Viaterial Team Leadepp.108). Thisseemgo create a fundaméai

issue in terms of how HRBtaff arebeing perceived by oth@rganisatioal members
(e.g.EHS Advisor, pp. 10809. Indeed, seeral studies have alreadggmonstrated

that HR professionals can struggle with these conflicts (Gald2003; Francis and

Keegan, 200K particularly when commercial imperatives take priority over
empl oyeesd wel fare or fairness concerns.
Other important factorgleterminiry a lack of trust toward SpiritCbs HR st af f ,
their lack of confidentiality andncapacity of taking decision&.g. Manufactuing
Development Manager, pp. 10@s well asheperception fronemployees that HR is
primarily responsible for defending the interests of trganisation(e.g. EHS

Manager, pp. 10210). In this regard, one of the production ogters(i.e. Production

Operator E, pp. 1)@escribedfor examplethatHR stafftends to manipulate things

to defend the interests of the compampile theHR Business Partnépp. 1160111)
recognizedhat, by operatingta strategic level, HRtaff can indeedhegatively affect

the development of truselationshipsvith employees.

Furthermore, thdindings alsoidentified a lack of interactions between production
operators and the HR Directavho has been accuseflpursuing a personal agenda

(e.g. Senior Production Manager, pp. 13vhich seera to further undermine the
development of trustetationships with HR. Thigonfiirmsa r ec entepor€l PDO6 s
(Hod&i | ey, which 6tdteadthat HR is often seen as solely focused on the
concerns of the business of senior managers, and therefivr@ppearsnsufficiently

impatrtial to be trusted.



Equally, espondents of NatureOrgso identified several mechanisms negatively
influencing the development of trust toward their HR department. Firstly, the lack of
sufficient interactions and canunication with the HR staBeemdo undermine the

possibility of developing trust relationships with théarg.Administration Officer, pp.

118. Indeed the recent centralization of the HR departmant t he compan
headquarter has depersonatied relationships with the HBtaff members antias
consequently reduced the level of trust toward tliem. Operations @icer B, pp.

118. Secondly, the adoptioaf the HR partnemg model hasfurther contributedo
depersonalize relationshifes.g.Environmental Assessment Advisempp.123) andhas

created some resentment amongst staff members for the increased amoanbqgi | e 6 s
administrative taskswhich have been delegated to therfe.g. Learning and
Development Officermpp. 122123).

The devolving to line managementregponsibilities for the employment relationship

fits with established st r ai{Fencisankeegahel s of
2005) which should | iberate -aHiRl emlrba catcittiiva nt
6change agent 6 r@an@dUldrsit HdwevertFeagck pand Kaegae
(2005: 27) found that many managers have
HR the priority it needgsdhbecohstaimedunglg ul t , t
This isalsoconfirmed by arecer@ | PD 6 s Hrogdfea ir 2 € y @e¥cribing the
devolution of people management 6s respons
the recent establishment of HR shared service centegsluce cost(e.g. outsourcing

of payroll functions)andthea |l i gnmen't of the HR functi ol
agendas. According to Hoptailey (2012), because of these chanbisis often seen

astoo remote from the workforceo the point that staff members do not even know



where the function is locatethdeed,the finding from NatureOrgconfirm that the
adoption of theHR partneringmodel, together wih the centralization of the HR
department at thenew headquarters have significantly weakead the trust
relationshig with the HR staff members of therganisation(e.g. Environmental
Assessment Advisor, pfl18; Operation Office B, pp. 8L

Other respondents highlightedsteadthat the HR departmeimasnot followed the
same recruitment freeze that liestead characterized the rest of tinganisatior(e.g.
External Funding Officempp. 119. It hasalso faced recruitment difficulties and high
turnoverrate whichhavenegatively afiected the development of trust not allowing

the instauration of lontgerm relationshipwith HR staff(e.g.Unit Area Administrator,

pp. 123. The high turnover haalsogenerated a consequent lackompetencamong

HR advisors(e.g. Operation Officer A, pp. 42; Operation Officer B, pp. 122
consequentlyline managershave startedhaving doubts othe HR 6 s ity afp a ¢
providing correct advicand the righkind of information when requestéel.g.Project
Manager, pp. 12122, Efficient GovernmenOfficer, pp. 122. This has beestrongly
emphasise by one of the interviewe®rogram Managefpp. 123, who admittedof
havingevenstogpedseeking or relying on HRtafffor any advice.

Furthermore other respondents also highlighted that HR skef§ become more
corporateledand less focused on the welfare of employeagEfficient Government
Officer, pp. 119120). Theyarguedhat HRhaslostitsp e r s o n a | uclbtovandi ng 6 |
employeesfollowingthet r ansf or mati on from é6pé&engsonnel
Unit Area Administrator pp. 120, and tha HR staff haskept struggling between
conflicting priorities that hindethe development of truge.g.Program Manager, pp.

120-121). These findings suppoHopeHailey (20126 s ar g u thneresdemtd h a t

HMY



be problems and tensions associated WRhseeking to be strategidusinespartner
while at the same time trying to have a role which supgtstrust aml harmonious
employee relationddarris (2007)hasalsosuggested that the demands placed on HR
specialists in the UK public sector have been pasdrtylintenseand their role has
changed far more radically than their counterparts in the private s€h®findings

of this research suggest that this shift majebhave producedubstantiatrust issues

for HR specialistin the public sector.

Respondentslso confirmedhat HRstaff do playan important rolén the development
of trustwithin their respectiveorganisatios. The HR Business Partner of SpiritCo
arguedfor examplethat HR staftanpositively influence the development of trust by
simultaneously operating atultiple levels. Onthe one hand, they cadesign and
deliver practices ad systems such as Higterformance Teams, or the Global
Performance Management Systaemn behalf of theorganisationon the other, they
canact as a judgaelefending the interests employeesd.g.HR Business Partner, pp.
111). HR doesalso playa role in promoting trust as amganisatioal core valude.g.
Senior Prodction Managerpp. 11}, particularlyby connectinghe value oftrust to
the companyo6s perdysiem@g.Bld® 0 sna Apph.gicesid.m t
Similarly, HR staff also plag a central rolen the development of trustt NatureOrg
(e.g. Operation Officer D pp. 125126). They have a crucial role in supporting
managers to carry out good practices and correctly doing thei{gapsSenior HR
Business Partnegpp. 124, andtheyalsoneedto make ste that the right policies are
in place to empower managers during decisiaking processe.g.Leaning ad

Development Officerpp. 124125). As the Continuous Improvement Manadpp.



125) explainedthesepolicies buildthe foundatiorfor enhancing trust and develag

good working relationship#\ good example of an HRolicy positively influenang

the development of trust the recently signed off partnership agreement, i.e. a set of

rules and guidelines that management, &fRithec o mpany 6s trade uni o
with and respedte.g.Trade Union Convenopp. 12§.

Thefindings generallyconfirm that HR activitiesand policiesdo exet an important

influence on the process of builditryst relationships across theo organisatios.

As explained in the literature chapter, HRM policies covering the full employment

cycle can directhaffect the level of trustSearle and Skinner, 2011; Whitener, 1997)

and can infl uence ergapidatosy gustdosghinpseBod éap tt ihaen
cont ent of HRM policies, as wel |l as the
del i vered, are oOpentcreplbrgan onptt o eé svor t h
(Mayer and Davets, aB@PX®gmpSeoaynedess i nterpret
as statement of i ntenby gandéds eaoinimien hefnt t h
trustward them AB8X00hherWBukrteoeand200dbnan,

Il n agr e ePeernreda e 0 3t) h e cfoinnfdiirnng st hat t he ef
and i mplementation off oHRt&et ideivteBahp mies t i
theorganisatios seem to suppothe development of HR practigesgularlyincluded

in High Involvement Working Systems (Searle, 2013; Young and Daniel, 2@03),

improve communication and foster participation and @wvgrment of employees.

Practices such agrossfunctional teams,organisatioal values, companwide

monthly brids, the global performance management system,tioe partnership
agreementvith the trade union havieeen adoptetb solicit stonger psychological

contracts,c har acteri zed by a hi gh | evel of |



mobilization of greatediscretionary efforts from employeds. turn, theseractices
havepositively influenced the development of trust within both the organisations.
Despite recognizing themportance of HR, most respondenttom both the
organisatiosalsoagreed thahe development dfust camot be the sole responsibility

of HR staff. The Project Accountardf SpiritCo (pp. 113 emphasise for example

that trust need#o be supported bydth managers and employetesbe effectively
developedwhile the HR Business Partner of Nature@pg. 124 commentedhat the
responsibility br the development of trust lies the entireorganisation Similarly,

other staff members of NatureCQatgocommented that the development of trust within
the organisationis mainly determined by the close personal relationships between
employees and their respective line managerg. Environmental Assessment
Advisor, pp. 127, as well as by the actions and the degree of openness of senior
managerqe.g. Advice Information Gficer, pp. 126127). These findings seem to
support Dietetal ( 2 0 1 1 ) 6 sthaBHRgan ooatribtite to creatitige conditions
for trust to thrive, but it Oipsycholggical o man
contractsto deliver on trusbuilding. As the authorsuggestd, the line manager are
responsible for the immediate working environment around an individual employee,

whereas seniananageraremore accountablor theorganisatiob s wi der cul t

Conversely other respondents of SpiritGexpressed instead more doubts on the
capacity of their HR department to promote trust acrossctmepany(e.g. EHS
Manager, pp. 112; Plant Engineer, pp.)LA&cording to somef them dealings with
disciplinary hearingandredundancysituations limit, or even imped&iR staff from

developing trustrelationships(e.g Production Operator D, pp. 1134 Global



Archive Manager, pp. 124Thecompny 6 s Seni or Pr old3atsé i on M
identified fundamentalcontradictions between the w&iR staff claims to promote

trustand the way thegctuallybehave in practiceAs Caldwell (2003nlsosuggested,

this seems to confirm that HR professionals sit uneasily between opposing managers
and empl oyeadthat i besi e®ess being normati vel
buil ding models of empl oy mé nfie mrde | taht e nosnesl,
invol ved in desi gnirnegd uacnidn g npprlaecmeincteisn.g t |
Equally,somerespondents from NatureOegpressed their spticism on the capacity

of thar HR department to promote trust acrossdtganisationaccusingHR staffof

not being sufficiently visibleg.g.| nf or mat i on @ywdtegams pPpeanl
Admini strappll)8@bfufcfeir«kinemwt Nngcol hej@ygge s
Operation Of fn eaadre qRiIfad @peyn 1gBpowe y ¢@ s ¢.
Efficient Gover nmé et incgrpdtentand inconsiptgnfe.g. 1 1 9 )
Opention Officer B, pp. 128 and even of beingetrimental to the development of

trust by being unconstructive and by lacking séfficient flexibility (e.g.
Environment al Appslk® These fintingd\sbem ssippartHarris

( 2 0 Oargurdest on the difficulties of the HR functjomithin the public sectgrto

promotea highe level of employee commitmemthile having to deal with a sector

offering resource congtints, continuous restructuringnd a growing level of
employment regulation3hisseems to producefractured ath dystunctional situation

where itseems to bextremely difficult for HRstaff, working in the public sectotp

promotetrustrelationshipsacross their ownrganisation



5.5 Dynamicsof trust in the employment relationship

The findings have confirmedntolra ainmgzart am
trwsthin the employment relationships. Tr
role in obtaining effective cooperation
ad in building the foundations of Takefect:
dafaom both theconfanmsedtitbas hae develo
the employment relationship can be affec
role, by interpersonal dynamics, as wel |l
Organi sational acboriesl.ggal dkimpd odyiefefser dntn ej
seni or q{maanvaeg ebresen | inked to different mec
the devel opment mpfil otyrest . t he pri mary mec!|
seems to be their dealtieversitng( omre scualptasc,i tg
responsibilities, and extending their in

may | odkaifdo rdveayr k f é6r pPaaryf angedcapnpt and a mi

of trust, as it wa sv etrlbse odasSpifrart Ctohe od d
mani fest a high degree of mor al i nvol vem
wor k t dhwagrhdbetarpd soty ment r el ati onshi p, char

and broader seatppaolrlt9 9BRd wesTsheex e bet ween ¢t h
is determined by their specific empl oyme
approach toward their @amnibse awhledpreo®mploamy e €
beliefs do not coi ncmaredsipglhadéedk @m gtama sj:
Different types of mechanisms determine
managers, whose institutionalized rol e i

pattern of expectati onstrtuoswa,r d itnhee nma nlang ec



expected to be available and providing s
their subordinates despite the | ower hi el
of aut onomy, to proviedret nmeempoorrtinmngi tared, d
making promises that they tdho snactpslodVy & mish
trust could arise when | ine managmrghtmi gh

need ptomdr 0 c ompetcionoftlipxgp eci ai esnand

Differently, the devel opment of trust re
mai nly determined by their willingness (
security in the empl oyment r & hsaut ci coenssshfi upl,

functi onoirngga noldnatthied i owi ng staff members t
Seni or manager s reserve the pomfelrueancd t
empl oyment conditions, thereforetbohéedev
l ess intemptusenégdMcCaul ey and rKeuhanteerdt ,t o
organabkaf aochodroswnssu zh nas oprr orceeSsbsnesse ¢ we n nlgy
problems of trust could arise when senio
thewck sufficient transparencworkheycdaoi
deci-md kinng processes, or they even manife

political games) to pursue personal agen:

The findings haveliahlsobatweoarsttrlae eabdhe |

interpersonal dynfaengc tc st hevhdehéd c@apmei s 90 @ad

for exampl e, affect the frequency and th
thhse staff me mbwlr ¢ h h acM ioosgesr a preo Iseo,n a | rel e
seni or ,manaefdesisi gher | evel of tr,usitn tlawaer



with the psyckhdokogssaeld 1 nad,inhtti hben tfeirnadtiunrges
confi amed hehde vuesltdbpernaenmtf | awfenterege byonal f a
akonesty, integrity, respect, confidenti
Furthetmerd,i ndingssvadakhked at be devel opmen
organi zational trust can be infwudpced

organi zati 8patitc@Ommtbas. been abl e, for e
adopti-wgr keam pr acftuinccetsi o nceolmptaenaginess)sio nt h | y
briefs and orgaimat aoOmiyja dDamamaeedidesert t
devel opmenttr uststt bcoruggaana b a tpiroonc e s s e s, a
organabkbat,amdbheerecent i mar ouoagrsdeme mtf t he
Conveanelpnpcreased competitive environmen
efficiency and higher standards have si ml
trust relationships within botlpicthenoraga:!
bl ame. SpiritcCo, increased business press
the company have considerably hindered t

st @dfihsegrityeandngbya csense ofonitmatuais|

o
—

gani sational changes,geaodecluifriimg emudg e

odbcgd uncertainty amongdtncgteafsfedmepmiee

©
—

tighter resources, and overworked éonditi
i ntegr i tcyapancd ttyh eoifr .4 d di v ebounsa gnl eysess uplrtess s ur
al so stoHhe ci mpldement ati on of sever ad syst
activities and perfor mance. These syst
i nstiltiuzteidonda strust into the organisation

and by weakeniomg ainhes a¢ mplnoyo®e ds .



c

T

a

t

O

a

nsummar y he findings havethedemogatarazaedor

haracterized bysitmuwlstt aopdeyonaassneiyms | ttihpalte |
her eiftories, pmwdiskhalge cthnawmmemsestiances i n whicl
n optimistic, high trust dynamiwi,t haisn we

he same drogkalmigsAapt@i rosnp.ectumwaer rwehgrcehs einst e d
noorgani sati onal trust l iteratur e, of fer
ompl ete explanation of these concurrent

nsi de orAgsanSiecabte@rns.) doxl ailmMe/dd,) r et ai ne

f faith in high trust dynamics as a pos
eing pessimistic on the possibility of
mpl oyment relationship dwaeds|jts086) ucAhoid
o Fox (1974), especially in the case of
an have a relational and someteélmgsecdreaol
ne. Therefore, despite tihne hd owmpglraysmer

el atjponmndrrispisohal sfosasnedheir personal and
trong commitment to theowndalrweés amfd thh g ho
nd they respond accordinglty in exhibiti]

n the I8 ghnaloyfsiFso,x t he findings of this

erspective that is able to combine the
rgani zationBYy shiusti ngl ahe oastentel ani Do
t i's possible to recognize that di ffer
i fferent ai ms, and share @ongendwkndt HHye,gr

ttempting to develop trust pbreowggphyi enfgf e

manageri alowrlevelce sopmut t easradmsoessltiradu ct ur al



and institutional constraints, or struct

The significant | ack of trudthet owagsadhi HRt
clearly suppodihse tnheecketsusditgr y st amiutloeivgel

analDesdgpi.te the acknowl edgment frdrmatthe I
trust does constitute a key i ;mlga eedd se n t
commi t ment to otdaenifdantdii nmasl rgeoveelad, t hat
or gani aayeastt o mg @l idretgreulsotp wi t h empl Kpedan |
(2004) has$ heti@Rlesiteendma of champi oni ng anc
empl oyees, while simultaneously endeavou
seembdetteor mi nei a of trust and | egitimacy f

At Naturfe®Or gdRampafef has attempted eto dev

traditionalHRper ¢dgdoic@ent heef organi sati on, \
proacti ve, pragmati c, flexible and open
organdésarteisoonur ce constraints, its contin

further effishiemgy, obheaeeduemnwiedy, oft hempglrooy
regul atdener manmed HRbhaitng dresrpmdtei vely ¢ omi
buil dilngg oaaongpeé oy mentverey amfdtoaarp, nbhepeing
Addi titomeald gl ocatdiegprardfmemhe tldRt he new he
i ncreasedsarswi coef isrelefaretl sgpsremsiced the
fatéace interactions bet ween HR and oth
reducing the possi budti tryelfatri dHRs hsitpad fwit toh
Despite the attempt to develop trust at

factors | imit Gsigapddcictantofy e aee lbI®Rsihmn g st



the two eilbhasi 38atednesandNeet bt enO rpga ywthiea welaasr it
i's |l esabepivi ide@d sdumorteaus hnessngnvironment
This epardyeafyuonal situation nfhemr eHR sobafi
interest between emplheyeas | aonydneenmp Ircey earts
HR practitioner slosveveggl ehtie mwmedr gt ag | a
been sufficiently reco@ni Seetb@®t0Hi5N thhae e
suggestied, prdb asbtrust research ahatslieks tbuman resource

managemenp r acti ces is typically wunderpinned
emphasises consensus around comguais and harmony of interests; therefatre,

has blindly focusedonly on high trust dynamics.

HHY



CHAPTER 6

Concl usi ons

6.1 Theoretical and empirical contri b

This resear ch hlaeswdpuodiy dogrdgdaaa smauwiitdima lt her
ai mobt aibreitngersi nth®i ghhte stoatgeanefsatThenstkel
contribution made byt ot haedvtamecsei st hies tanu s
Si mul t aamead wssitying i nt er per sonal and organi ¢
devel opmenitheofantat ysi s of di fferenlte job
conceptual wvehicl-rmradroa Imarkk nlge tt iheee nmi tcrr wos t

t hemirrganabkatcionn e xett . (aR 2On0@A @ | saacttioamsalhol di

di fferene. pobempl eyees, l i ne mhaagebsena
l inked to different mechanisms facilitat:i
I t i s al sdoi fefveirdeenncte st hiant wh o eit$ @& threu 9 thesd i aru
embeddednestsrost ooghehsathioerrartchi cal p O\

of orhgeanjasnnd t he power dmbhéraace bdeyaeienal

Il nterpersonal and organi satalohal comatsitt
each otherr,gaassanitomal trust i's embedde
institutional context of the empl oyment

the tension between structuroensaind sggedraeaey

the stuodygahisati @anal trust needs to c¢coml
agentive aspects of organisational trust
Ref erri ng taog etnhcey sdterbuactteurien soci al scienc

Del bridge & Edwards, 2013), structural ar

HHO



to be r E€benaiciesydot deyond theusypiadaleybi gh
sophistipatedr HBEBMi ons t o t rmusth dinltcien g,u
trust |literature, whnclkeadistommmemofiraedisd n
As Sieetb €210.15) h a vteist eesearap ¢hat tlindtm human resource
management(RM) practices i s typical lgy,whichder pi n
emphasises consensus around common goals and harmony of interests, therefore
suggesting inherently high trust dynamiddowever,t hid® mi nant funct
perspprcéechvedes deeper gquestions on the d
|l ighheof ecend o6HRI &fsia) aeeds 6poifb p mpsom, o020 e1) .
words$aitakeointbeaoadbune of the empl oymer
When i nvestoirgatniirgti mineadse athrawiset @absh r ¢ &

or gsaantii on as unhdawnedémoadre gimlivany, buthe nat ur
empl oyment —relations i n nhoasvte oorfgtaenhiasiamp loi
empl ®dyeeast could either be assumed as t

Thompsoh, oL 99Fgarded as a decfitrearbi pg st a

unrealistiempbdpygeestoa@andsmamnuaegretrisy., t he c
trust ionr gersitseatni ons often seems to be tr
i poor managerial communication and | eade]

Convebgeslhiftintgo tthlee ad mpelnd y@oamtt erse leadt incan
and its associated dialectics of control
demonstrated trhyatf rtarguisite nadnlgds begagsei sltys btrhoakte
armnordeesgat ed ni stshueese mpl oyment r elbeattitems hi
consiwlheamad e sttihgeatgiemegat o of trust i n organi

increased abgaemits @ami emali ntmrast within the

HON



fact t hat t he dewdluad diegmign c o fé gpsrroobg te mat i ¢

(M1l 1l erBaghmann,. & Lee, 2004)

The second main contribution mddd hbkey htuhma
resource function +4omgtame schaNi eblh@apmd mta sd fi t i
HRM has been cited ad akey ntgo tb wisladi(Whi a e

does per@meat al t b g 6(tBInmu nosfd oma2rekdsdl) aRoeiendg, t h €

empl oyment relationship, and developing
and empgooaylese s( Artlear ,al199@). I The design o
and processes i s i ntended t o enhance t
organi sational actors in pursuit of mut u.
no studies have wuntil teddR fowmesi bogat sed
ot her organisational member s, a alay whel ¢ e
an active agent, in the development of t|

The findings of the thesis have confirmed that trust is perceived as veryamypgr

all the interviewed HR BusinesaRners, as they need to represent the interests of both
their employer and employees biynultaneously operating atultiple levels. They
believe to have a fundamental role in supporting and empowering managers during
decisionrmaking processes, in defending and advocating the interests of employees,
and in acting as a strategic partner by promoting HR policies and practices on behalf
of their employer. Indeed, HR practices such as dusstional teams, organisational
values,theperformance management system, and the parthergtepmentave been

found topositively influence th development of trust within the two organizations.

HOM



Comvsely, resmpmpeorodpnessed scepticism on th
coll eagues to buil diasd |50 osenplpdguddiae snt r e
trust camot be the sole responsibilitf HR staff, but it is up toline managers and
senioomanager s, as O0®wnrssy& hofl otgh eial tctoaft fr a
creatingthe conditions for trust to thriveThey emphasisedhat the responsibility of
engendering trust primarily lies in the direct relationship between employees and their
respective line managers, as well as in the actions and openness of sar@gers,

and not in the adoption of any HR policies or practices.

Other respondents manifestadignificant lack of trust toward their HR colleagues,
arguingthat he prandddratiplipargieat meansf t HR
can be baedl yamdr weimyi meéeat al t o tthreusdeve
rel at i Bynopehaiing fa strategic level, HR staff camegatively affect the
development of trust witbemployees, particularly ®en commercial imperatives take

priority over employeds wel f ar e or Wi aihri me sbso t cho nt cheer nosr.
HR has been often seen as mainly focused
manager s, theerembpiRionygeé at i onship a.t a f
Confirming thley rdéaialrecyh (r2e0ploz)t, sotfh eb oHRY d «
t he orgsafitzatieads up being considered i n:
Within SpiritcCo, HR has been specificall
wor kforce, of beisgipfitemariynhelavedgisnand
and of being primaril ybaglingmasd Wbt HhHaseni
Rayner (2011) have suggestegsleemshet calprgan
di ssonance for HR stahéimndntapgriary. t i n

Natur eOr g, HR staff has been accused of

HOH



seni or mamatges sf faindi ent | ybwebtcéasieng odn | aw
competencies and confidetlty alvitsy bl ef dme
devol vement t o increaseelnumbenfa gpeesp lodd sansd mi ni s
and finally of having depersonalized and
to the centralization of tohie MH&Radepart ee 3
due to the adonpti ag Eonipd mhyee el$R dpa rntot gene |
HR unless they have a problem, and this |
devel oping trusod trteéapobondbt hbat evehf kme
their HR coll eagues are, or-Hahdreg/,t 2 1R
Harrington and Rayner (2011) have sugges

absolving mh&ingdeéoi diicare managemaemtne HR

credibility by retreating from taking ri:
In summaryHR st af f sits uneasily between o0p]
interests, at here is a plurality of interests
empl oyment relationship. | nsthoatymt weheen or
conflicting priorities that hinder the deé

to play ai anoff ek ert ¢ sadnlthmpne randt HR attempts to infuse

more trust into the employment relationshipaaying as an HR partner andfogusing

on practices and policies which elicdk mp | o yempowedment and mutual
commitment. @ the other, thee practicesseem to represemtthin6 f a- ade of t1
(Hardyet al, 1998) which hides deeper trust issues in the employment relationship,
caused byproblematic actions such asstructuring, downsizingntensification of

pressure®r higher workoads The HR partnering model seems also to distance HR

HOO



from the workforcedi mi ni shing their oppe@mpunyeege t
c hame(@ Winr i c h, 1998) hveorrdr yad¢ emrgf iirnndiincggat i ons

i solation of the dgeprRrtemé) (Francis and

6 . Refl ections and future research

The r échsasarmheteinvated by t he obbdearuwmaiuatsn t he
di mensionscohdt pootranyd urddeerreetdodd, furt her
under standi nmi cosf otfh etr rgdaysrsas atBiyonsi mul t an e
i nvestigating trust dynamg & 15 a baa tv iebbast,h  si unc
framewoalkledaadnor e sensible interpretatio
bet ween the operat, oerad lhidei sngganrscihoenrs toof gtari
i nsight entod otmpéanbrzati dsalFut mest and Gel
argued, trust within any one | evel does
considered in relatitomes dtohdermel dvaelt Dr s o]
The findingd rlhdwva dédmamedt st heeloat icome ¢
interpersonas waltlerast c ansiesx te sdseepnetnidaeln tt.o
the effoctganabk atlmeh dixddiiad si ranrde It damtbiecan s hi f
attempting to investigate trust in the w
pressuresorgamiab awicamy esescga veklapalbet i cs
alelxampl es offactomrtse xna@dt deeelopmébigt ohgt
making the employment relationship more |
I n order to exgppsltairre sterae sceh efradcdsogosu,|r i drivd fi &
organakbasooinol ogy and in the industrial r

the empl oyment relationship is an inesc:

HOnN



bet ween maneamelreyeaeas over wo/fokr giamtagmdii toyn
politiaeselay er ecllacdfedp daweri sksnte st haetster alt d \e @
attention within the trust l'iterature (
studies onsandstmong | gadeleesvalw tdnf power
research how fpacwere dinigfhff eirseen ddegysn ami ¢ s ( Ba
200Bhe way in which i ndidve pdeunadisn gmiognh tt hdeei
power wbDthbanijrtebperiesbrent sf ul avenue for fur
Thdindi ngshelméi ¢ Hemonst rbetnedfitiest i gati ng
dynami cs i n rel ati on. et.o esnppelcoyfeiec, jloibner
manager s) .etAsa(R®O®r0r3gneérave ar gruad du,a btl ei < opre
vehicle for Ammaakcion g i hke bmit veen trust i n
organabatoonnext. The rel ati ons hriep rbeestewetesr

anotelxern ti ng and opr dnuir s ifBega ral@saaanderh, (2011

Specatftientalono flasiem hteh etso st he r ol e of HR
chall enges faced by HR professionals in
have reported acftriaontadr ed taiwktre hseenifdmdr HR
be extremely difficult for them tdevelop or promotetrust relationships across their

own organisatios. This low level of trust cannot k@mply explained by a deficitfo

people managemeskills, or a lack of effectivéiR policies as much of the current

trust literatureseems to suggeédbiebertet al, 2016). This risk of raising unrealistic
expectations towardHR professionals without acknowledging the existence of
conflicts of interest between employees and empleoywithin the employment

relationship which HR practioners need to hardly try to mediate.

HOop



In this regard, more research is required to better differentiate between the impact of
HRM practices and policies on trust, and the impact of those who enact them.
Furthermore, given tthhee rleecvieplr oocfa It rnuasttu rteh
mi ght have towar d otlhseor beemplfo ygereesatc aurpor
andcouledpresent a further | ntTerringtenteiahg ave
(2005) havalsosuggestethat employeesyho do not trust their employaran make

ineffectual the work of any HR functions. This representgluable suggestion far

further areaof researh, which couldinvestigatehow trust relationship between

specificorganizational actomnight affectthe development of trust withtheractors.

Ultimately, the explanations derived from this studyfatible and open to revision.

Novel studiesnight find, for example further nuances and conditions that this thesis

was not able to uncover, particularly in terms of Hiitgks between ta investigated

levels of trustTr ust across |l evels is stildl at th
and Gel fand, w0 k2) sameefdetdute® further i n\
across | a&lvyediss.of Thaen auttthatr Ay khowlusedgegs o
interper somnragarmambatomoalhe, t he research ha
how personal Idi apeei i inbhsence the develo
rel ationahspsbeai gthd dowetngaerau o ydy nami ¢ s .

Other limitations of the researeliealso due to problems of accesstlas data have

been collected from only twarganisatios and from a limited number of respondents.
However, despite the contingencies of their contexts, adopting a comparative case
study desigrhasallowed the researcher to construct mgeaeral explanatiaof the

development of intr@rganisatioal trust, which should allow other researchers to

HOC



analysdrust more holistically aa multi-dimensional construah otherorganisatioal
settings More scholardirst need to accept that trusbnsists of multiple stratand
their empirical methods shud then evolve with the level of complexity and
sophistication achieved in theiobnceptualizatios of trust.This wouldfacilitate the
investigation ofdistinct levelsof casual power, without risking of overemphasizing

neither the effects daftructuralforces nor the subjewities of the actors involved.

6.Pl i cy i sfpdrn ctARimmacti tioners

HR practitioners need to be aware of the
organs 3atbsubinl ding is one of t gee nmoosrt HfRu T
prof es(sSpoararlosw and Makrtcthough onas 1i8M Bteraa y
|l iterature, revusew dbeptae@amt feature in tI
di stinct ionndlel v{ GueasHRoud®@I9i79i.es and pr ac:t

perf ormance managemémonistycsrtiemgp , s yesnipd nosy e &

practices, a smawe Inlg g odesssesomhoul d all
i mplicit and explicit messagead sSab mwte disr L
monitor | evel sbuoifl dtimwstcyandestr estpeci al l
changesyi dibagodeaober seni or |l eader s of t h

or ganiAsatDieMazandnSear |l e (2011)auhdaivte, sausgkgie
what expectations have been set by a spec
would represent a good place to start.

HR ssthadul d al s o pboet ebuitaarsel t ofwatrhde intanage ment
t hat t hi s hceoiurl de vhaalvuea Gtno ks o ivoe mpi ogee ( Ha

Rayner, 2011) , and of the fact that empl

HOT



wl | be dealatn dwdodtl byntehueeifef ect i wemd es,si R al s
t o mai nitratienr n &l iGu eestiti baign, di PBPoO0sde | i e aphd Paal

and to seonftlFeendhedmganrhibspatyg boenniirdnrgo nb ulyi ne

managedsseni or managers. This wil!/ be re
i n otrhgea njistast inveslsl ithogn nvest and i mpowere HR
to chall endgsdbemavalpeamsappr opri at e.

Further mdrseampoirt aing t o Stabfyncartit bltt HdRt
the conditions foup ttrawslti ne mémrdger,s band
del i xermusdn.bulioltdrivwsgtd pi t fmady sat tH&Rntshom !l tdo
and capaaaathyagel el einago mpheetiernc e (@in.de .c htalr exi
trust wothdeeds snwhneang elrisneare required to
they have odltiemgrapandenderd ei(l Haufrfiisgi €0t0I17y
by he HRHopeHaldyfet al.,, 2005)particularly when the delivery of HRM

tasks is perceived to distract them froame tasks\W/hittaker and Marchington, 20Q3)

Bond and Wise (2003have suggested thdine managers might be unwilling to

execute HRMrelated tasksor mightlack skills and knowledge when they do.

HR practitioners need also to support senior managelevielopingg c ompr ehensii
understanding of what d¢drestnhigt atoé e tt ouslt st
devel opment of trust oatgaamkiahlene efpaacts,o nsa l
ma n a@peorssi t ii onn avhged h imad/ti ino nt their opportun
trust on an interpersonal basis, therefor
activities caomganmtsraitly wtee teom vii te®nment .
Finally, HR practitioner s snieteidv et o nmpe cd wa

policies and interventions, the devel opm

HOoy



by odrhgeanabatamaonhors such as disciplinary
redundancy heisttudtaicems s, tegetaér i mpteh ad t
be seempl byeesn as t akimpd @y eveeolrfiatrye oavnedr f
conc,ehns negatively affecting the way HR
As both Fox (1974) and this reéesealram thraw
relationships on an interpersonal l evel,
ant agormiisim tvniet empl oymeert e freerlea,t i iothshs pi my
practitioners to try to mitimgahhiepteamrd sietveE
trust dynami cs, by keep focudsiinmt eaonpet s
rel at i @omsvhe Hpse sayaanffot ddgerrsdonal i zet o el at i
remaoao remote frwint hdiet wrou rkifsoorigast, hle e ms 8 k v

anabei ng peurcteri wetdwarst hy
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