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Executive Summary 
Purpose 

Mutual trust between leaders and their followers, called vertical trust, is important for all 

organizations. However, due to the increasing complexity of the operational environment and 

continued implementation of Mission Command, vertical trust will be especially critical for the 

Army of 2025 and beyond (F2025B). In order to effectively design and implement measures to 

increase vertical trust throughout the institution, the Army needs to: 

¶ Gain an understanding of how vertical trust relationships are developed and 

maintained, specifically in the types of operational settings anticipated for F2025B,  

¶ Gain an accurate understanding of the existing levels of vertical trust throughout the 

Army,  

¶ Identify where trust is low and what specific conditions and factors are causing the trust 

deficiencies, and  

 

¶ Design and implement measures to address the identified concerns. 

 

To assist in this effort, this paper 1) reviews relevant and foundational trust literature, 2) 

reviews ongoing trust initiatives, both internal and external to the Army, and 3) makes 

recommendations regarding the way ahead.  

 

What We Know About Trust 
 

Trust occurs when one person willingly makes himself vulnerable to the actions of another 

based upon a suōƧŜŎǘƛǾŜ ŀǎǎŜǎǎƳŜƴǘ ƻŦ ǘƘŜ ƻǘƘŜǊ ǇŜǊǎƻƴΩǎ ŎƻƳǇŜǘŜƴŎŜ ŀƴŘ ŎƘŀǊŀŎǘŜǊΦ ¢Ǌǳǎǘ 

is both dynamic and contextual.  Although people tend to differ in the degree to which they 

initially trust or distrust new people, it is generally believed that trust emerges over time. 

Trust increases as the trustor accepts increasing amounts of risk as long as the trustee 

ŎƻƴǘƛƴǳŜǎ ǘƻ ƳŜŜǘ ǘƘŜ ǘǊǳǎǘƻǊΩǎ ǇƻǎƛǘƛǾŜ ŜȄǇŜŎǘŀǘƛƻƴǎΦ  IƻǿŜǾŜǊΣ ǘǊǳǎǘ Ŏŀƴ ŀƭǎƻ ōŜ ǊŜŘǳŎŜŘ 

or eliminated should the trustee fail to meet the positive expectations. A subordinate leader 

ƳƛƎƘǘ ǘƘŜǊŜŦƻǊŜ ǘǊǳǎǘ Ƙƛǎ ǎǳǇŜǊƛƻǊ ŀǘ ƻƴŜ Ǉƻƛƴǘ ƛƴ ǘƛƳŜΣ ōǳǘΣ ōŀǎŜŘ ǳǇƻƴ ǘƘŜ ǎǳǇŜǊƛƻǊΩǎ 

actions, might not trust him in the future. Additionally, a leader might completely trust a 

subordinate to perform one task without supervision, such as preparing slides for a high-

level brief, while still not trusting that same subordinate to perform a different task such as 

operating independently and making tactical decisions.  This situational dependence 

ǊŜƴŘŜǊǎ ǘƘŜ ǉǳŜǎǘƛƻƴΣ ά5ƻ ȅƻǳ ǘǊǳǎǘ ȅƻǳǊ ŎƻƳƳŀƴŘŜǊΚέ ƛƴŎƻƳǇƭŜǘŜΣ ǊŜǉǳƛǊƛƴƎ ŎƭŀǊƛŦƛŎŀǘƛƻƴ 

ƻŦ άǘƻ Řƻ ǿƘŀǘΚέ 
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¢Ƙƛǎ ǇŀǇŜǊ ŀŘƻǇǘǎ 5ƛŜǘȊΩǎ ¢Ǌǳǎǘ tǊƻŎŜǎǎ ŀǎ ǘƘŜ Ƴƻǎǘ ŀǇǇƭƛŎŀōƭŜ ƳƻŘŜƭ ŦƻǊ ǘƘŜ ŀƴŀƭȅǎƛǎ ƻŦ ǾŜǊǘƛŎŀƭ 

ǘǊǳǎǘ ǿƛǘƘƛƴ ǘƘŜ !ǊƳȅΦ  !ŎŎƻǊŘƛƴƎ ǘƻ ǘƘƛǎ ƳƻŘŜƭΣ ƻƴŜ ǇŜǊǎƻƴΩǎ ŘŜŎƛǎƛƻƴ ǘƻ ǘǊǳǎǘ ŀƴƻǘƘŜǊ ǇŜǊǎon 

in a given situation can be influenced by a wide range of variables, including those relating to: 

¶ The trustor.  People tend to differ in the degree to which they view others as generally 

trustworthy.  This propensity to trust appears to be formed through their early life 

experiences and is thought to be generally stable by the time one reaches adulthood.  

¶ The trustee. When deciding whether or not to trust, a person typically assesses the 

ƻǘƘŜǊ ǇŜǊǎƻƴΩǎ ŀōƛƭƛǘȅΣ ōŜƴŜǾƻƭŜƴŎŜΣ ŀƴŘ ƛƴǘŜƎǊƛǘȅ ό!.LύΦ tŜƻǇƭŜ Řƛffer, however, in the 

relative importance that they place upon each of these characteristics. Additionally, the 

same person might weight the individual characteristics differently in different 

situations.  

¶ The relationship between them.  For vertical trust, this relationship is of leader and 

follower.   

¶ The situation.  Although the decision to trust involves the dyad of trustor and trustee, in 

organizational settings these two people are not isolated but rather part of a complex 

institutional and social system. 
 

For the purposes of trust in Army settings, trust has a belief component (the belief that the 

other party is trustworthy in the specific context), and a behavior component (the intention to 

take some action based upon that belief).  The belief that the other party is trustworthy, 

normally based upon the assessment of their ABI, is a necessary but not sufficient ingredient for 

the development of trust.  For instance, a leader might believe a subordinate to be trustworthy, 

but still refrain from taking a variety of specific actions based on that belief due to perceived 

risk (to mission or career).  

What We Know About Current Vertical Trust in the Army 
 

The Center for Army Leadership (CAL) continues to lead the effort in the assessment of vertical 

trust in the Army.  The 2013 edition of their Annual Survey of Army Leadership (CASAL) included 

an increased focus on trust. The survey showed that 68% of respondents reported having 

άhighέ or άvery highέ levels of trust in their immediate superiors.  In all rank categories, the 

respondents reported levels of trust for their subordinates that were equal or within a few 

percentage points of their trust for their immediate superiors. Accordingly, at the macro level, it 

appears that the Army has very strong vertical trust throughout its ranks.  However, there 

remain a number of significant unknowns that warrant exploration and additional analysis. 

1. The CASAL data reflect a pattern by which junior leaders tend to trust less, and be 

trusted less, than do senior leaders.  This pattern appears in the data for both enlisted 
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and officer ranks. We currently do not know what causes this pattern.  Potential 

explanations for this phenomenon include: 1) Statistical anomaly, 2) Army leaders are 

more trusting of those with greater experience (or who have indicated their intention to 

make the Army their career),  3) Junior leaders are more candid on the survey, and 4) 

There are generational differences in the way leaders view trust.     

 

If junior Army leadersΩ trust levels are impacted significantly by their experience, it could 

be expected that their levels of trust will follow an upward trajectory as they gain 

experience and maturity.  However, if the difference between their trust levels and 

those of more senior leaders is the result of generational differences, the junior officers 

might carry a problematic less-trusting perspective with them as they grow into senior 

ranks in F2025B.  

 

2. We do not know how the responses to the CASAL were distributed throughout the 

Army, specifically the approximately 32% of the respondents that reported having only 

moderate, low, or very low levels of trust in their immediate superior. Due to the need 

to protect the anonymity of the respondents, the CASAL does not collect unit data.  

Potential distributions include: 

 

a. A generally uniform distribution throughout the Army with each unit having 

approximately equal percentages of trusting and distrusting leaders.  The within-

unit differences could potentially be caused by individual differences in 

situations / experiences or individual differences in propensity to trust. 

 

b. A non-uniform distribution in which leaders having only moderate, low, or very 

low levels of trust in their immediate superior are grouped in particular units. 

 

c. A non-uniform distribution in which those leaders having only moderate, low, or 

very low levels of trust in their immediate superior are grouped in particular 

types of units or occupational fields. 

 

d. A non-uniform distribution in which those leaders having only moderate, low, or 

very low levels of trust in their immediate superior are disproportionately 

represented by some demographic category.  
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Recommendations 
 

General Recommendations 

 

1. The Army should continue to invest in efforts required to develop a more in-depth 

understanding of trust, and how it is developed and maintained in Army units.  It is 

important that, in the current environment characterized by budget reductions, these 

efforts remain prioritized and resourced.  

 

2. Establish a process for inter-organizational coordination of Human Dimension (HD) 

initiatives in order to achieve unity of effort throughout the Army assessment, 

education, training, research, and experimentation efforts.   

 

Specific recommendations 

Immediate 
 

1. Enhance the command climate survey program by adding the following items to the 

DEOCS to enable analysis of trust, aggregated by unit: 

¶ άL ŀƳ ŎƻƳǇƭŜǘŜƭȅ ǿƛƭƭƛƴƎ ǘƻ ǊŜƭȅ ƻƴ Ƴȅ ƛƳƳŜŘƛŀǘŜ ƭŜŀŘŜǊΩǎ ǿƻǊƪ-related 

ƧǳŘƎƳŜƴǘǎΦέ 

¶ άL ŀƳ ŎƻƳǇƭŜǘŜƭȅ ǿƛƭƭƛƴƎ ǘƻ ǊŜƭȅ ƻƴ Ƴȅ ƛƳƳŜŘƛŀǘŜ ƭŜŀŘŜǊΩǎ ǘŀǎƪ-related skills 

and abilities.έ 

¶ άL ŀƳ ŎƻƳǇƭŜǘŜƭȅ ǿƛƭƭƛƴƎ ǘƻ ŘŜǇŜƴŘ ƻƴ Ƴȅ ƛƳƳŜŘƛŀǘŜ ƭŜŀŘŜǊ ǘƻ ōŀŎƪ ƳŜ ǳǇ ƛƴ 

ŘƛŦŦƛŎǳƭǘ ǎƛǘǳŀǘƛƻƴǎΦέ 

¶ άaȅ ƛƳƳŜŘƛŀǘŜ ƭŜŀŘŜǊ ōŀǎŜǎ Ƙƛǎ ŘŜŎƛǎƛƻƴǎ ǳǇƻƴ ǘƘŜ Ƴƛǎǎƛƻƴ ŀƴŘ ǘƘŜ ǿŜƭŦŀǊŜ 

of the Soldiers instead of hƛǎκƘŜǊ ƻǿƴ ǇŜǊǎƻƴŀƭ ŀŘǾŀƴŎŜƳŜƴǘΦέ 

 

2. Incorporate the following new essential elements of analysis into learning demand 

no. 7 of Army Warfighting Challenge #9: 

 

¶ ά²Ƙȅ Řƻ ǘƘŜ !ǊƳȅΩǎ ƧǳƴƛƻǊ ƭŜŀŘŜǊǎ ǘŜƴŘ ǘƻ ǘǊǳǎǘ ƭŜǎǎ ŀƴŘ ōŜ ǘǊǳǎǘŜŘ ƭŜǎǎ ǘƘŀƴ 

ǎŜƴƛƻǊ ƭŜŀŘŜǊǎΚέ   

 

¶ ά²Ƙȅ Řƻ ǘƘŜ ŜǎǘƛƳŀǘŜŘ он҈ ƻŦ !ǊƳȅ ƻŦŦƛŎŜǊǎ ǘƘŀǘ ƘŀǾŜ ƻƴƭȅ ƳƻŘŜǊŀǘŜΣ ƭƻǿΣ 

or very low trust for their immediate supervisors ŦŜŜƭ ǘƘŀǘ ǿŀȅΚέ 

 

¶  ά²Ƙŀǘ ƛǎ ǘƘŜ ŘƛǎǘǊƛōǳǘƛƻƴ ōȅ ǳƴƛǘ ƻŦ ǘƘŜ ŜǎǘƛƳŀǘŜŘ он҈ ƻŦ !ǊƳȅ ƻŦŦƛŎŜǊǎ ǘƘŀǘ 

have only moderate, low, or very low tǊǳǎǘ ŦƻǊ ǘƘŜƛǊ ƛƳƳŜŘƛŀǘŜ ǎǳǇŜǊǾƛǎƻǊΚέ 
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3. Have the HD Capabilities Development Task Force coordinate with the University of 

Foreign Military and Cultural Studies (UFMCS) in order to collect qualitative data 

regarding vertical trust from the participants of their Solariums. The combined 

quantitative data from the CASAL όǘƘŜ άǿƘŀǘέύ and qualitative data from Solariums 

όǘƘŜ άǿƘȅέύ would provide Army leadership a much more in-depth understanding of 

the status of trust in the Army. 

Near Term 

1. Contract to have an expŜǊǘ ƻǊ ǘŜŀƳ ƻŦ ŜȄǇŜǊǘǎ ƛƴ ǘǊǳǎǘ ŎƻƴŘǳŎǘ ŀ άǘǊŀƛƴ ǘƘŜ ǘǊŀƛƴŜǊέ 

seminar aimed at: 

¶ tǊƻǾƛŘƛƴƎ ƭŜŀŘŜǊǎ ǘƘŜ άōŜǎǘ ǇǊŀŎǘƛŎŜέ ǘƻƻƭǎ ŀƴŘ ƳŜǘƘƻŘǎ ŦƻǊ ŀǎǎŜǎǎƛƴƎ ƭŜǾŜƭǎ 

of trust existing within their units; and 

¶ Designing actions to increase trust. 

 

 The seminar should be taught to Army leaders and key staff and faculty at organizations 

such as the Mission Command Training Program, and the School of Command 

Preparation.  Three potential providers for this seminar are: 
 

Organization Strengths 

N.C. State GEN H. Hugh 
Shelton Leadership 
Center, Poole College of 
Management 

Expertise: Has Dr. Roger Mayer on their team, who is among the 
most widely published foremost experts on trust.  
 

Experience with military: Has already provided support to Joint 
Special Operations Command (JSOC). 

Sweeney Leadership 
Development Group 

Expertise: Led by COL (ret) Patrick Sweeney, who designed, 
conducted, and published results from studies of trust conducted 
with Army units deployed to Iraq. 
 
Experience with military: Retired Army colonel, designed 
research and instruction into trust for Army while stationed at the 
United States Military Academy (USMA). 

The Consortium for 
Trustworthy 
Organizations 

Expertise: Led by Dr. Bob Hurley, who has conducted extensive 
research into trust and ŀǳǘƘƻǊŜŘ ǘƘŜ ōƻƻƪΣ ά¢ƘŜ 5ŜŎƛǎƛƻƴ ǘƻ 
Trust: How LEADERS Create High-¢Ǌǳǎǘ hǊƎŀƴƛȊŀǘƛƻƴǎΦέ 
 

Fresh Approach: Specialty has been working with businesses.  
New perspectives might serve useful. 
 

Applicability /Utility : Has developed a tool that leaders can use 
to assess which factors in their organization are currently 
facilitating trust, and which are inhibiting trust. 

 

 

2. aŀƪŜ ά.ǳƛƭŘƛƴƎ aǳǘǳŀƭ ¢Ǌǳǎǘ ōŜǘǿŜŜƴ [ŜŀŘŜǊǎ ŀƴŘ CƻƭƭƻǿŜǊǎέ ǘƘŜ ŦƻŎǳǎ ƻŦ ŀƴ 

upcoming HD workshop, with representatives from the Human D.  Ensure that 
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leaders from various levels of Army operational units and experts in trust are both 

present. The purposes of the workshop would include:  

 

¶ Gaining a better understanding of the variables impacting trust between 

Army leaders and followers, specifically during prioritized anticipated 

missions of F2025B; 

¶ Design a sustainable process for measuring trust between leader and 

follower and the variables impacting the same; and 

¶ Design the organizational process for measuring, tracking, and taking actions 

to influence the variables identified as critical to the development of leader-

follower trust in specific Army operational contexts. 

The results of this workshop should be presented to the Army Human Dimension 

Council (AHDC). 

 

3. Form a research partnership with Dr. Sabrina Salamon, professor at York University 

in Toronto, in order to design and conduct a study of Army units similar to her study. 

Her study found causal relationships between the degree to which employees felt 

trusted by their managers, aggregated at the store level, and the degree to which 

the employees felt responsible for organizational outcomes, which consequently led 

to higher performance.  The rough research questions for this study would include: 

 

¶ What specific leader behaviors lead to Soldiers feeling trusted by the leader? 

¶ How varied or uniform are the perceptions of trust and feeling trusted 

throughout the members of Army units? 

¶ What is the relationship between collective felt trust (CFT) in Army units and 

the responsibility norms (RN) of the ǳƴƛǘǎΩ {ƻƭŘƛŜǊǎΚ   

¶ What is the relationship between unit outcomes and the RN and CFT of the 

ǳƴƛǘΩǎ {ƻƭŘƛŜǊǎΚ 

 

The study with Army units should build upon her study design with a few additional 

aspects: 

 

¶ Add a qualitative component designed to capture Soldier perspectives 

regarding the specific leader behaviors that made them feel that their 

leaders trusted them ς and in what contexts.   

¶ Collect data with regard to the degree that Leaders report that they trust 

their subordinates.  This would enable analysis to identify if there is 

agreement between how much leaders report they trust their subordinates 

and how much the subordinates actually felt trusted by their leaders.   
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The results of the study could, by identifying specific leader behaviors that led to CFT 

in operational settings, inform refinements to the MSAF 360 assessment questions 

and the assessment cards being developed for use by observers at the Combat 

Training Centers during coaching and mentoring of Army leaders. 

 

4. A follow-on white paper should build upon this white paper, and address specifically 

the cross-cultural aspects of trust.  As the literature makes clear, the nature of trust 

ƛǎ ƘƛƎƘƭȅ ǎǳōƧŜŎǘƛǾŜΣ ŀƴŘ ƻƴŜΩǎ ŎǳƭǘǳǊŜ ŀƴŘ ǇǊƛƻǊ ŜȄǇŜǊƛŜƴŎŜǎ ǎƛƎƴƛŦƛŎŀƴǘƭȅ ƛƳǇŀŎǘ ǘƘŜ 

assessment of the trustworthiness of others.12 Coupled with the increasing 

requirement for our F2025B units to be capable of effectively partnering with forces 

from other nations and cultures it becomes critical that our leaders understand how 

people from countries view trust and make trust judgments.   This paper would 

address  the following essential elements of analysis (EEA) for the Team Building 

learning demand of Army Warfighting Challenge #9: 

 

¶ What does the Army require to strengthen relationships with partners in 

order to gain access, integrate capabilities, and enhance cooperation 

required to conduct security operations? 

¶ What methods are effective for fostering shared understanding and 

cohesive, collaborative environments among a diverse modular army design 

and JIM team? 

¶ What does the Army require to train and educate strategists with regional 

expertise to successfully collaborate with unified action partners at the 

operational and strategic levels of warfare? 

 

 

 

                                                           
1 Wŀƴ 5ŜƭƘŜȅ ŀƴŘ /ƘǊƛǎǘƛŀƴ ²ŜƭȊŜƭΣ άDŜƴŜǊŀƭƛȊƛƴƎ ¢ǊǳǎǘΥ Iƻǿ hǳǘƎǊƻǳǇ-Trust Grows Beyond In-DǊƻǳǇ ¢ǊǳǎǘΣέ World 
Values Research 5 no.3 (2012): 51-52. 
2 ̧ ŀŘƻƴƎ [ǳƻΣ ά.ǳƛƭŘƛƴƎ ¢Ǌǳǎǘ in Cross-/ǳƭǘǳǊŀƭ /ƻƭƭŀōƻǊŀǘƛƻƴǎΥ ¢ƻǿŀǊŘ ŀ /ƻƴǘƛƴƎŜƴŎȅ tŜǊǎǇŜŎǘƛǾŜΣέ Journal of 
Management 28, no. 5 (2002): 669. 
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ά¢Ǌǳǎǘ ƛǎ ǘƘŜ ǎƛƴƎƭŜ ƴƻƴ-negotiable foundational ǾŀƭǳŜ ƻŦ ƻǳǊ !ǊƳȅέ 

General Martin Dempsey, USA 

Introduction 

This paper explores the concept of trust between leaders and followers in order to inform 

Institutional Army Warfighting Assessments and contribute to Army efforts to optimize human 

performance. After over a decade of war in Iraq and Afghanistan, the Army is now conducting 

organizational reflection, assessment, research, analysis, and experimentation in efforts to 

make policy and resource decisions that will ensure the Army of 2025 and beyond (F2025B) is 

fully prepared to accomplish all assigned missions.3  Although technology and weaponry has 

always been, and always will be, ƛƳǇƻǊǘŀƴǘ ǘƻ ǘƘŜ ǿŀǊŦƛƎƘǘƛƴƎ ŜŦŦŜŎǘƛǾŜƴŜǎǎΣ ǘƘŜ !ǊƳȅΩǎ ŎǳǊǊŜƴǘ 

ŜƳǇƘŀǎƛǎ ƻƴ ǘƘŜ άƘǳƳŀƴ ŘƛƳŜƴǎƛƻƴέ signals a new prioritization of learning and implementing 

tools, methods, and processes that will facilitate human performance optimization ς as 

individuals, and as teams.4 

Due to the reality that Soldiers deploy and fight not as individuals, but in units, the Army has 

designated άǳƴŘŜǊǎǘŀƴŘƛƴƎ ŀƴŘ ŜƴƘŀƴŎƛƴƎ !ǊƳȅ ƭŜŀŘŜǊǎΩ ŀōƛƭƛǘƛŜǎ ǘƻ ōǳƛƭŘ ŎƻƘŜǎƛǾŜ ŀƴŘ 

effective teamsέ as one of the focal points of their human dimension efforts.5 The Army Human 

Dimension Capability Development Task Force (HDCDTF) further articulated as a supporting 

ƭŜŀǊƴƛƴƎ ŘŜƳŀƴŘ ό[5ύΣ άIƻǿ Ŏŀƴ ǘƘŜ !ǊƳȅ ōŜǎǘ ŦŀŎƛƭƛǘŀǘŜ ǇƻǎƛǘƛǾŜ ǘŜŀƳ ŘȅƴŀƳƛŎǎ ŀǘ ŀƭƭ ŜŎƘŜƭƻƴǎ 

that promote mutual trust, shared understanding, disciplined initiative, prudent risk taking, and 

ŦƻǎǘŜǊ ŎƻƘŜǎƛǾŜ ŀƴŘ ŎƻƭƭŀōƻǊŀǘƛǾŜ ŜƴǾƛǊƻƴƳŜƴǘǎΚέ6 

This paper supports that learning demand by exploring the construct of trust with a focus on 

the mutual trust between leaders and their followers. Although there are other dimensions of 

trust that are important to the Army, such as the trust that the American people have in the 

Army as in institution, this paper focuses on the mutual trust between leaders and followers, 

often ŎŀƭƭŜŘ άǾŜǊǘƛŎŀƭ ǘǊǳǎǘ.έ7 This paper intends to provide a review of the concept of trust and 

how it is developed and maintained, discuss its relevance to the US Army, identify examples of 

ǘƘŜ ¦{ !ǊƳȅΩǎ ƻƴƎƻƛƴƎ ŜŦŦƻǊǘǎ ŀƴŘ ƛƴƛǘƛŀǘƛǾŜǎ ŘŜǎƛƎƴŜŘ ǘƻ ŦƻǎǘŜǊ ǘƘŜ ŘŜǾŜƭƻǇƳŜƴǘ ƻŦ ǾŜǊǘƛŎŀƭ 

trust, and suggest recommendations for next steps. Most importantly, the purpose of this 

paper is to serve as a common point of departure to stimulate discussion among the members 

of the HD community of practice in order to nurture a systematic and sustained exploration of 

how the US Army can enhance operational effectiveness through the development of vertical 

trust between Soldiers and leaders. It is noteworthy that due to time constraints this paper is 

preliminary in nature. 

                                                           
3 Raymond T. Odierno and John M. McHugh, Force 2025 and Beyond ς SETTING THE COURSE, 22 July 2014. 
http://www.arcic.army.mil/Home/index.aspx , accessed 2 November 2014. 

http://www.arcic.army.mil/Home/index.aspx
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The paper is organized into four sections, starting with an exploration of the context and why 

ǘǊǳǎǘ ƛǎ ŎǊƛǘƛŎŀƭ ǘƻ ǘƘŜ !ǊƳȅΩǎ Ƴƛǎǎƛon in section 1.  In the second section the paper reviews the 

trust literature to develop an understanding of the nature of vertical trust and the individual, 

organizational, and situational variables that impact its development.  

In the third section, the paper examines some of the existing initiatives, in the Army and in the 

professional sector, which are aimed at understanding, measuring, and enhancing vertical trust. 

In the final section, recommendations for future steps forward are provided regarding 

enhancing vertical trust in Army units.  

The personal pronouns "he," "him," or "his" are utilized throughout this paper for sake of 

consistency and ease of reading, and shall be construed as neutral in gender. 
 

Context 
 

 άhǳǊ ǇǊƻŦŜǎǎƛƻƴ ƛǎ ōǳƛƭǘ ƻƴ ǘƘŜ ōŜŘǊƻŎƪ ƻŦ ǘǊǳǎǘΦέ  This was the message that General Ray 

Odierno, the 38th and current Chief of Staff of the Army delivered to the audience at the 2012 

Association of the United States Army Annual Meeting and Exposition in Washington, D.C. 

During his speech, he emphasized how important it is for Army leaders to earn the trust of their 

subordinates, peers, and seniors.  Making a point that will be addressed throughout this paper, 

he added that trust is not rank-oriented.8  And although the need for military leaders to be 

trusted by their followers is not new,9 it will be especially critical to the Army of 2025 and 

beyond (F2025B).  

The increasing importance of trust to the Army is partly the result of the evolving nature of the 

ƻǇŜǊŀǘƛƻƴŀƭ ŜƴǾƛǊƻƴƳŜƴǘ όh9ύΣ ōǳǘ Ƴƻǎǘƭȅ ǘƘŜ ǊŜǎǳƭǘ ƻŦ ǘƘŜ !ǊƳȅΩǎ ŀŘƻǇǘƛƻƴ ƻŦ ǘƘŜ ŎƻƴŎŜǇǘ ƻŦ 

Mission Command.  The global fiscal situation, competition over limited resources, rapid 

advances in technology, the emergence of instantaneous world-wide personal communications 

through social media, and ethnic and religious animosities all interact to generate an 

                                                           
4 United States Army Combined Arms Center, The Human Dimension White Paper: A Framework for Optimizing 
Human Performance, Fort Leavenworth, KS. 9 October, 2014. 
5 United States Army Training and Doctrine Command, Force 2025 and Beyond Unified Land Operations: Win in a 
Complex World, Fort Eustis, VA, October, 2014. 
6 Human Dimension Capability Development Task Force, Mission Command Capability Development Integration  
Directorate, Learning demands, Army Warfighting Challenge 9 Integrated Learning Plan Framework, 25 November, 
2014. 
7 5ŀǾƛŘ !ƭƭŜƴ ŀƴŘ ¢ƻƳ ²ƛƭǎƻƴΣ ά±ŜǊǘƛŎŀƭ ¢Ǌǳǎǘ κ aƛǎǘǊǳǎǘ ŘǳǊƛƴƎ LƴŦƻǊƳŀǘƛƻƴ {ǘǊŀǘŜƎȅ CƻǊƳŀǘƛƻƴΣέ International 
Journal of Information Management 23 (2003): 223. 
8 wŀȅƳƻƴŘ WΦ tƛǇŜǊ ά/{!Υ ¢Ǌǳǎǘ Lǎ .ŜŘǊƻŎƪ ƻŦ !ǊƳȅ tǊƻŦŜǎǎƛƻƴΣέ ¢ƘŜ hŦŦƛŎƛŀƭ IƻƳŜǇŀƎŜ ƻŦ ǘƘŜ ¦ƴƛǘŜŘ {ǘŀǘŜǎ !ǊƳȅΣ 
October 26, 2012, accessed December 4, 2014, http://w ww.army.mil/article/89904/. 
9 Lance Kurk, The Wisdom of Alexander the Great: Enduring Leadership Lessons from the Man Who Created an 
Empire (New York: AMACOM Div American Mgmt Assn, 2004), 118. 

http://www.army.mil/article/89904/
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increasingly complex and unpredictable environment.10 The wide range of threats to US 

national interests and security objectives range from emerging national powers seeking to 

increase global influence to non-state actors such as violent extremist to transnational criminal 

organizations.11 Additionally, the UnitŜŘ {ǘŀǘŜǎΩ fiscal situation has necessitated significant cuts 

in Department of Defense and Army spending. Adversaries, both real and potential, have 

certainly noticed this substantial shift and, as a result, may be emboldened to take aggressive 

action against US interests.   

As a result of this complex OE, the Army must prepare to perform an increasingly diverse set of 

missions, in an equally broad range of settings, and do so with less funding.12   

 

Figure 1. Army Warfighting Challenge # 9 with Associated Learning Demand. 

These factors have led the Army to pursue, instill, and practice mission command.  Mission 

ŎƻƳƳŀƴŘ ƛǎ ŘŜŦƛƴŜŘ ŀǎΣ άthe conduct of military operations through decentralized execution 

with subordinate leaders at all levels using professional judgment and exercising disciplined 

initiative.έ13 14 15 To effectively utilize this approach to command and control, the unit leader, 

who is ultimately ǊŜǎǇƻƴǎƛōƭŜ ŦƻǊ ǘƘŜ ǳƴƛǘΩǎ ǎǳŎŎŜǎǎ ƻǊ ŦŀƛƭǳǊŜΣ Ƴǳǎǘ ōŜ ǿƛƭƭƛƴƎ ǘƻ ǊŜƭƛƴǉǳƛǎƘ some 

control.  More accurately, the leader must not merely allow his subordinates to make decisions 

and exercise initiative; he must often require it.  This act of relinquishing control of something 

that matters -- and in the process making oneself vulnerable to the actions of another person ς 

is the very crux of trust.   

And it does not stop there. The vertical trust between leader and follower must be mutual.  

Thus, it is not sufficient for the commander to place trust in the subordinate, the subordinate, 

who would now  be empowered and expected to take the initiative, making tactical and 

                                                           
10 President of the United States, The National Security Strategy, 2010, 3-4. 
11 Training and Doctrine Command, TRADOC Pam 525-3-1, Army Operating Concept, US Government Printing 
Office, Fort Eustis, VA, 2014, 10-12. 
12 Secretary of the US Army and the United States Army Chief of Staff, 6-8. 
13 Chairman of the Joint Chiefs of Staff, Mission Command White Paper, 2012, 3. 
14 Department of the Army, ADP 6-0, Mission Command, US Government Printing Office, Washington DC, 2012, 1. 
15 Department of the Army, FM 1-02, Operational Terms and Graphics, Washington, DC, 2004, 1-126. 
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operational decisions, and bearing the associated burden16 must trust his leader to respond 

ŦŀƛǊƭȅ ǘƻ ǘƘŜ ǎǳōƻǊŘƛƴŀǘŜΩǎ ōŜƘŀǾƛƻǊΦ The subordinate must also believe that the commander has 

communicated his intent and given directions that are aimed primarily on accomplishment of 

the mission and welfare of the Soldiers rather than ǘƘŜ ŎƻƳƳŀƴŘŜǊΩǎ ǇŜrsonal advancement.17  

This relationship of mutual trust between leaders and followers is a prerequisite for the 

successful practice of mission command, and it is the intangible quality that enables the Army 

to truly be adaptive.18 As critical as trust is to the Army, however, it cannot be bought, 

requisitioned, or ordered ς it must be earned.19 

 

Review of the Trust Literature and Ongoing Trust Initiatives 

What is Trust? 

While there is yet no consensus regarding the definition of trust in the literature,2021 most 

definitions include the concepts of risk and vulnerability on the part of the trustor22, and the 

concepts of fairness and predictability on the part of the trustee.23 For example, Baier defined 

trust ŀǎ άǘƘŜ ŀŎŎŜǇǘŜŘ ǾǳƭƴŜǊŀōƛƭƛǘȅ ǘƻ ŀƴƻǘƘŜǊΩǎ ǇƻǎǎƛōƭŜ ōut not expected ill will (or lack of 

ƎƻƻŘ ǿƛƭƭύ ǘƻǿŀǊŘ ƻƴŜΦέ24  Mayer, Davis, and Schoorman defined ǘǊǳǎǘ ŀǎ ǘƘŜΣ άWillingness of a 

                                                           
16 A vivid example of the psychological burden associated with making decisions in combat can be found in Carlo 
5Ω9ǎǘŜΩǎ ōƻƻƪΣ 9ƛǎŜƴƘƻǿŜǊΥ ! {ƻƭŘƛŜǊΩǎ [ƛŦŜ (New York: Henry Holt and Company, 2002). Struggling with the decision 
to commence the amphibious landing at Normandy in WWII, General Eisenhower recorded in his journal, 
άtǊƻōŀōƭȅ ƴƻ ƻƴŜ ǿƘƻ ŘƻŜǎ ƴƻǘ ƘŀǾŜ ǘƻ ōŜŀǊ ǘƘŜ ǎǇŜŎƛŦƛŎ ŀƴŘ ŘƛǊŜŎǘ ǊŜǎǇƻƴǎƛōƛƭƛǘȅ ƻŦ ƳŀƪƛƴƎ ǘƘŜ Ŧƛƴŀƭ ŘŜŎƛǎƛƻƴ ŀǎ ǘƻ 
ǿƘŀǘ ǘƻ Řƻ Ŏŀƴ ǳƴŘŜǊǎǘŀƴŘ ǘƘŜ ƛƴǘŜƴǎƛǘȅ ƻŦ ǘƘŜǎŜ ōǳǊŘŜƴǎΦέ όǇΦ рмфύΦ 
17 The January 2014 edition of Army Magazine includes a section in which the authors share the personal 
narratives of company commanders serving in Afghanistan as they discuss situations in which their commanders 
either earned or lost their trust: Army Magazine, How Trust Is Earned or Lost, January 2014, 57-61, accessed 

November 12, 2014, http://cc.army.mil/pubs/armymagazine/docs/2014/CC_ARMY_(Jan2014)_Trust.pdf. 
18Trust enables organizations to be adaptive by accelerating the decision process (Stephen M.R. Covey. The Speed 
of Trust: The One Thing that Changes Everything (New York: Free Press, 2006): 127-229.) and enhancing the 
morale, and therefore perfoǊƳŀƴŎŜΣ ƻŦ ǘƘŜ ƭƻǿŜǊ ƭŜǾŜƭ ƭŜŀŘŜǊ ǘƘŀǘ ƛǎ ǘǊǳǎǘŜŘ ό{ŀōǊƛƴŀ 5Φ {ŀƭŀƳƻƴΣ ά¢Ǌǳǎǘ ¢Ƙŀǘ 
.ƛƴŘǎΥ ¢ƘŜ LƳǇŀŎǘ ƻŦ /ƻƭƭŜŎǘƛǾŜ CŜƭǘ ¢Ǌǳǎǘ ƻƴ hǊƎŀƴƛȊŀǘƛƻƴŀƭ tŜǊŦƻǊƳŀƴŎŜΣέ Journal of Applied Psychology, 93 no.3 
(2008): 593.). 
19 US Army Training and Doctrine Command, Army Profession Campaign Annual Report, April 2, 2012, 7. 
20 wƻƎŜǊ /Φ aŀȅŜǊ ŀƴŘ WŀƳŜǎ IΦ 5ŀǾƛǎΣ ά¢ƘŜ 9ŦŦŜŎǘ ƻŦ ǘƘŜ tŜǊŦƻǊƳŀƴŎŜ !ǇǇǊŀƛǎŀƭ {ȅǎǘŜƳ ƛƴ ¢Ǌǳǎǘ ŦƻǊ aŀƴŀƎŜƳŜƴǘΥ 
A Field Quasi-9ȄǇŜǊƛƳŜƴǘέ Journal of Applied Psychology 84 no.1 (1999): 123. 
21 Blair H. SheǇǇŀǊŘΣ ŀƴŘ 5ŀƴŀ aΦ {ƘŜǊƳŀƴΣ ά¢ƘŜ DǊŀƳƳŀǊǎ ƻŦ ¢ǊǳǎǘΥ ! aƻŘŜƭ ŀƴŘ DŜƴŜǊŀƭ LƳǇƭƛŎŀǘƛƻƴǎΣέ Academy 
of Management Review 23 no.3 (1998): 422. 
22 {ŀƴŘǊŀ /Φ IǳƎƘŜǎΣ /ŜŎƛƭȅ aŎ/ƻȅΣ ŀƴŘ Wƻŀƴ IΦ WƻƘƴǎǘƻƴΣ άCƻǎǘŜǊƛƴƎ ǘǊǳǎǘ ǿƛǘƘƛƴ ƳƛȄŜŘ-culture teams: 
/ƘŀƭƭŜƴƎŜǎ ŀƴŘ ƛƴƛǘƛŀƭ ǊŜŎƻƳƳŜƴŘŀǘƛƻƴǎέ Lƴ Proceedings of 7th Biennial DEOMI Equal Opportunity, Diversity, and 
Culture Research Symposium  Edited by J. C. Scarpate & D. P. McDonald (Patrick AFB, FL: Defense Equal 
Opportunity Management Institute, 2009): 497-516. 
23 5Φ IŀǊǊƛǎƻƴ aŎYƴƛƎƘǘ ŀƴŘ bƻǊƳŀƴ [Φ /ƘŜǊǾŀƴȅΦ ά¢Ǌǳǎǘ ŀƴŘ 5ƛǎǘǊǳǎǘ 5ŜŦƛƴƛǘƛƻƴǎΥ hƴŜ .ƛǘŜ ŀǘ ŀ ¢ƛƳŜΦέ Lƴ Trust in 
Cyber-societies, edited by Rino Falcone, Munindar Singh, and Yao-Hua Tan (NY: Springer Science & Business Media, 
2001): 36. 
24 Annette BaƛŜǊΣ ά¢Ǌǳǎǘ ŀƴŘ !ƴǘƛǘǊǳǎǘΣέ Ethics 96, no. 2 (1986): 231-60. 

http://cc.army.mil/pubs/armymagazine/docs/2014/CC_ARMY_(Jan2014)_Trust.pdf
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party to be vulnerable to the actions of another party based on the expectation that the other 

will perform a particular action important to the trustor, irrespective of the ability to monitor or 

control that other party.έ25  Zaheer, McEvily, and Perrone defined trust as the expectation that 

an actor can be relied upon to fulfill obligations, will behave in a predictable manner, and will 

act and negotiate fairly even when the possibility for opportunism or exploitation is present.26  

In his book, άThe Decision to Trust,έ IǳǊƭŜȅ ŘŜŦƛƴŜǎ ǘǊǳǎǘ ŀǎ άǘƘŜ ŘŜƎǊŜŜ ƻŦ ŎƻƴŦƛŘŜƴŎŜ ȅƻǳ ƘŀǾŜ 

that another party can be relied on to fulfill commitments, be fair, be transparent, and not take 

ŀŘǾŀƴǘŀƎŜ ƻŦ ȅƻǳǊ ǾǳƭƴŜǊŀōƛƭƛǘȅΦέ 27  Army doctrine defines trust as ǘƘŜ άŀǎǎǳǊŜŘ ǊŜƭƛŀƴŎŜ ƻn the 

character, ability, strength, or truth of someone or something,έ28 29 leaving the vulnerability of 

the trustor implied.   

Trust has both a belief and a behavioral component.30 Thus, trust requires more than just 

accepting vulnerability or relying upon the other person. To say that Person A trusts Person B, 

Person A must: 

1. Believe that B can protect AΩǎ ƛƴǘŜǊŜǎǘǎΣ  

2. Believe that B will protect AΩǎ ƛƴǘŜǊŜǎǘǎΣ 

3. Take some action or inaction, based upon these beliefs,  by which he accepts 

vulnerability to B and incurs risk.31 

So, if by trusting, a person is accepting risk and making themselves vulnerable by placing an 

outcome that is ƛƳǇƻǊǘŀƴǘ ǘƻ ǘƘŜƳ ƛƴ ǎƻƳŜƻƴŜ ŜƭǎŜΩǎ ŎƻƴǘǊƻƭΣ why would one do it? In fact, we 

trust strangers routinely.  When driving, we trust that other drivers will obey stop signs and red 

lights.  When boarding an aircraft, we trust that the flight crew is trained and capable of flying 

the plane safely to its destination.  Therefore, people trust when they believe that they have 

the possibility of obtaining a better outcome by trusting than they do by not trusting.32  

It therefore follows, that, for the Army to increase the levels of trust between leaders and 

trusting yields a more optimal result than does the act of distrusting. Further, the would-be 

trusting party needs to believe it to be so.  Taking a hypothetical example that has often been 

                                                           
25 wƻƎŜǊ /Φ aŀȅŜǊΣ WŀƳŜǎ IΦ 5ŀǾƛǎΣ ŀƴŘ CΦ 5ŀǾƛŘ {ŎƘƻƻǊƳŀƴΣ ά!ƴ LƴǘŜƎǊŀǘƛǾŜ aƻŘŜƭ ƻŦ hǊƎŀƴƛȊŀǘƛƻƴŀƭ 
¢ǊǳǎǘΣέ Academy of Management Review 20, no. 3 (1995): 712. 
26 Akbar Zaheer, Bill McEvily, and VinŎŜƴȊƻ tŜǊǊƻƴŜΣ ά5ƻŜǎ ¢Ǌǳǎǘ aŀǘǘŜǊΚ 9ȄǇƭƻǊƛƴƎ ǘƘŜ 9ŦŦŜŎǘǎ ƻŦ 
LƴǘŜǊƻǊƎŀƴƛȊŀǘƛƻƴŀƭ ŀƴŘ LƴǘŜǊǇŜǊǎƻƴŀƭ ¢Ǌǳǎǘ ƻƴ tŜǊŦƻǊƳŀƴŎŜΣέ Organizational Science 9, no. 2 (March - April 1998): 
141-59. 
27 Robert F. Hurley, The Decision to Trust: How Leaders Create High-Trust Organizations (San Francisco: Jossey-
Bass, 2012): 1. 
28 Department of the Army, ADP-1 The Army. 2012, 2-2. 
29 Merriam ςWebsters Online Dictionary, http://www.merriam-webster.com/dictionary/trust , accessed 12 
December, 2014. 
30 wƻȅ WΦ [ŜǿƛŎƪƛΣ 9ŘǿŀǊŘ /Φ ¢ƻƳƭƛƴǎƻƴΣ ŀƴŘ bƛŎƻƭŜ DƛƭƭŜǎǇƛŜΣ άaƻŘŜƭǎ ƻŦ LƴǘŜǊǇŜǊǎƻƴŀƭ ¢Ǌǳǎǘ 5ŜǾŜƭƻǇƳŜƴǘΥ 
¢ƘŜƻǊŜǘƛŎŀƭ !ǇǇǊƻŀŎƘŜǎΣ 9ƳǇƛǊƛŎŀƭ 9ǾƛŘŜƴŎŜΣ ŀƴŘ CǳǘǳǊŜ 5ƛǊŜŎǘƛƻƴǎΣέ Journal of Management 32, no. 6 (2006): 998. 
31 aŎYƴƛƎƘǘ ŀƴŘ /ƘŜǊǾŀƴȅΣ ά¢Ǌǳǎǘ ŀƴŘ 5ƛǎǘǊǳǎǘ 5ŜŦƛƴƛǘƛƻƴǎΥ hƴŜ .ƛǘŜ ŀǘ ŀ ¢ƛƳŜΣέ оп-35. 
32 DǊŀƘŀƳ 5ƛŜǘȊ ŀƴŘ 5ŜŀƴƴŜ bΦ 5Ŝƴ IŀǊǘƻƎΣ άaŜŀǎǳǊƛƴƎ ¢Ǌǳǎǘ LƴǎƛŘŜ hǊƎŀƴƛȊŀǘƛƻƴǎέ Personnel Review (2006):558-
560. 

http://www.merriam-webster.com/dictionary/trust
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discussed from the !ǊƳȅΩǎ recent operations, the delegation or withholding of the authority to 

engage insurgents, it can be modeled in an admittedly overly-simplified but informative manner 

as a two-by-two matrix (See Table 1). 

The Commander can trust his subordinates by delegating the authority to engage on their own, 

or distrust them by requiring them to request approval prior to engaging. The subordinate 

leader, however, may or may not be well prepared to make the decision based upon factors 

such as training, maturity, and state of mind. As Table 1 suggests, for the unit to be adaptive 

and operationally effective, the commander needs to trust his subordinate leaders, who 

themselves must be capable. 

 
 Subordinate leader Trustworthiness 

m 

 Subordinate Leader is 
Trustworthy 

Appropriately mature and 
properly trained and motivated 

Subordinate Leader is 
Untrustworthy 

Lacking requisite maturity, training, 
or motivation 

/
ƻ
Ƴ
Ƴ
ŀ
ƴ
Ř
Ŝ
Ǌ
Ω
ǎ
 
5
Ŝ
Ŏ
ƛ
ǎ
ƛ
ƻ
ƴ

 

Trust the 
subordinate 
leader  
(delegate and 
allow subordinate 
to engage the 
enemy without 
requesting prior 
approval) 

Unit is highly adaptive with 
increased operational 

effectiveness 
  

Unit mistakenly attacks and kills 
innocent non-combatants. 
Potential outcomes include: 
¶ loss of support from populace 

¶ loss of support from American 
citizenry 

¶ increased recruiting by enemy 

¶ ǘŜǊƳƛƴŀǘƛƻƴ ƻŦ /ƻƳƳŀƴŘŜǊΩǎ 
career 

5ƻƴΩǘ Trust 
the 
subordinate 
leader  
(require the 
subordinate to 
request approval 
prior to engaging) 

Unit becomes less effective.  
Potential outcomes include:  
¶ Erosion of Soldier trust in 

leadership and mission 

¶ Adversaries evade and flourish 

¶ Increased friendly casualties 
(deemed unnecessary by 
Soldiers and American 
citizenry) 

¶ Population and allies lose faith 
in capabilities of US. 

Unit is not adaptive, and 
operationally ineffective. 
¶ Followers lose confidence in 

unit leadership. 

¶ Adversaries evade and flourish 

¶ Increased friendly casualties 
(deemed unnecessary by 
Soldiers and American citizenry) 

¶ Population and allies lose faith 
in capabilities of US. 

Table 1. Potential Trust Decisions with Tactical, Operational, and Strategic Outcomes 

Although it appears that in most situations, most people perform this calculation in an intuitive 

manner rather than using in a deliberate, analytical process, they nevertheless arrive at the 

decision to trust through some means of evaluating and choosing from alternative options. This 

process and the various inputs to it will be discussed in depth in the following sections. 
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Finally, the literature recognizes two additional aspects of trust.  First, trust is context 

dependent. A person can trust another to do one specific action but not another.33 For 

example, a commander might trust a subordinate leader to work independently and prepare 

the slides for a senior level briefing but not trust that same leader to make tactical decisions in 

an operational setting.  

Second, the relationship between trust and perceived vulnerability is also complicated.  For 

example, if a commander shares some sensitive information with his executive officer (XO) 

whom he trusts greatly, the commander might not feel very vulnerable.  If he were to share this 

same information with a member of another unit who he does not trust as much, the 

commander would likely feel more vulnerable, even if the negative repercussions to him would 

be the same regardless of who compromised his trust and revealed the sensitive information.  

In this regard, Nicole Gillespie commentedΣ άΧǘƘŜ ǇŀǊŀŘƻȄ ƛǎ ǘƘŀǘ ǾǳƭƴŜǊŀōƛƭƛǘȅ ƛǎ ŎŜƴǘǊŀƭ ǘƻ 

trust, yet the subjective experience of vulnerability typically decreases as the level of trust in 

ǘƘŜ ǊŜƭŀǘƛƻƴǎƘƛǇ ƛƴŎǊŜŀǎŜǎΦέ34  Indeed, having high trust in another enables one to trust that 

person without experiencing a great sense of vulnerability. 

These points, together, illustrate why many scholars assert that trust has two components, a 

belief in the trustworthiness of another and an intention to take an action as a result of that 

belief.35  For example, using the situation from Table 1, a commander might believe a 

subordinate of his to be an honest and completely trustworthy individual, yet still require him 

to request approval prior to engaging due to the anticipated severity of the negative 

ǊŜǇŜǊŎǳǎǎƛƻƴǎ ǘƻ ǘƘŜ Ƴƛǎǎƛƻƴ ŀǎǎƻŎƛŀǘŜŘ ǿƛǘƘ άƎŜǘǘƛƴƎ ƛǘ ǿǊƻƴƎΦέ Certainly both components of 

trust are important when viewed in the context of enhancing Army operational effectiveness.  

Therefore, based upon its utility for facilitating analysis and the degree to which it has been 

accepted in applied research on trust, especially within the field of trust in the military,36 37 38 39 

                                                           
33 For a description of the potential for the simultaneous coexistence of trust and distrust between two people see 
wƻȅ WΦ [ŜǿƛŎƪƛΣ 5ŀƴƛŜƭ WΦ aŎ!ƭƭƛǎǘŜǊΣ ŀƴŘ wƻōŜǊǘ WΦ .ƛŜǎΣ ά¢Ǌǳǎǘ ŀƴŘ 5ƛǎǘǊǳǎǘΥ bŜǿ wŜƭŀǘƛƻƴǎƘƛǇǎ ŀƴŘ wŜŀƭƛǘƛŜǎΣέ 
Academy of Management Review 23 no.3 (1998):438-458. 
34 Nicole DƛƭƭŜǎǇƛŜΦ άMeasuring Trust in Working Relationships: The Behavioral Trust InventoryΦέ /ŀǊƭǘƻƴΣ ±ƛŎǘƻǊƛŀΥ 
Melbourne Business School, 2003. http://www.mbs.edu/downloads/wp/WP_2003_14.pdf. 3. 
35 Melinda J. Moye and Alan .Φ IŜƴƪƛƴΣ ά9ȄǇƭƻǊƛƴƎ !ǎǎƻŎƛŀǘƛƻƴǎ ōŜǘǿŜŜƴ 9ƳǇƭƻȅŜŜ 9ƳǇƻǿŜǊƳŜƴǘ ŀƴŘ 
LƴǘŜǊǇŜǊǎƻƴŀƭ ¢Ǌǳǎǘ ƛƴ aŀƴŀƎŜǊǎΣέ The Journal of Management Development 25 no.2 (2006): 102-103. 
36 !ƴƴŀ ¢Φ /ƛŀƴŎƛƻƭƻ Ŝǘ ŀƭΦ ά¢Ǌǳǎǘ ƛƴ 5ƛǎǘǊƛōǳǘŜŘ hǇŜǊŀǘƛƻƴǎΣέ ƛƴ Trust in Military Teams, edited by Neville A. Stanton 
(Burlington VT: Ashgate Publishing): 90. 
37 WŜǎǎƛŎŀ [Φ ²ƛƭŘƳŀƴ Ŝǘ ŀƭΦ ά¢Ǌǳǎǘ ƛƴ {ǿƛŦǘ {ǘŀǊǘƛƴƎ !Ŏǘƛƻƴ ¢ŜŀƳǎΥ /ǊƛǘƛŎŀƭ /ƻƴǎƛŘŜǊŀǘƛƻƴǎΣέ ƛƴ Trust in Military 
Teams, ed. Neville A. Stanton (Burlington VT: Ashgate Publishing): 73. 
38 9ƭƛǎŀōŜǘƘ ²Φ CƛǘȊƘǳƎƘΣ wƻōŜǊǘ wΦ IƻŦŦƳŀƴΣ ŀƴŘ WŀƴŜǘ 9Φ aƛƭƭŜǊΣ ά!ŎǘƛǾŜ ¢Ǌǳǎǘ aŀƴŀƎŜƳŜƴǘΣέ ƛƴ Trust in Military 
Teams, ed. Neville A. Stanton (Burlington VT: Ashgate Publishing): 200. 
39 tŀǘǊƛŎƪ WΦ {ǿŜŜƴŜȅΣ ά5ƻ {ƻƭŘƛŜǊǎ wŜŜǾŀƭǳŀǘŜ ¢Ǌǳǎǘ ƛƴ ¢ƘŜƛǊ [ŜŀŘŜǊǎ tǊƛƻǊ ǘƻ /ƻƳōŀǘ hǇŜǊŀǘƛƻƴǎΣέ Military 
Psychology 22, no. 1 (2010): S70-S88. 

http://www.mbs.edu/downloads/wp/WP_2003_14.pdf
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4041 this study adopts the Mayer, Davis, and Schoorman definition and considers trust to be, 

άthe willingness of a party to be vulnerable to the actions of another party based on the 

expectation that the other will perform a particular action important to the trustor, irrespective 

ƻŦ ǘƘŜ ŀōƛƭƛǘȅ ǘƻ ƳƻƴƛǘƻǊ ƻǊ ŎƻƴǘǊƻƭ ǘƘŀǘ ƻǘƘŜǊ ǇŀǊǘȅΦέ42  In other words, trust exists when Soldier 

A is willing to be vulnerable to the actions of Soldier B based on the expectation that Soldier B 

will perform an action important to Soldier A without Soldier A closely monitoring or controlling 

Soldier B.  Note that in this definition Soldier A can be either the leader of or the subordinate to 

Soldier B.  In In the next section, this paper explores the variables that impact the development 

of vertical trust between leaders and followers. 

 

What Affects Trust Between Leaders and Followers? 
 

Trust has been studied by scholars in a wide variety of disciplines and fields, including 

leadership, economics, sociology, organizational behavior among others.43 44  As a result, there 

are a number of models of how trust develops. This paper reviews two such models of trust. 

The first is a model published in 1995 by Roger C. Mayer, James H. Davis, and F. David 

Schoorman, which was chosen due to its applicability to a broad range of organizations, and its 

influence in the scholarly study of trust as evidenced by it being cited by over 10,000 scholarly 

works.45 In order to keep their model generalizable to a broad range of organizations, the 

authors limited the range of inputs to the trust process to those deemed relevant across many 

domains.  This paper therefore also reviews a model for the development of trust published by 

Graham Dietz in 2011 that includes additional categories of variables that impact trust. Among 

the features common between these two modes, and most published models of trust is the 

basic άŦƭƻǿέ ƻŦ ǘƘŜ ǇǊƻŎŜǎǎ ŀ ǇŜǊǎƻƴΣ ƘŜǊŜŀŦǘŜǊ ǊŜŦŜǊǊŜŘ ǘƻ ŀǎ ǘƘŜ άǘǊǳǎǘƻǊΣέ ƎƻŜǎ ǘƘǊƻǳƎƘ ǿƘŜƴ 

deciding whether or not to trust aƴƻǘƘŜǊ ǇŜǊǎƻƴΣ ƘŜǊŜŀŦǘŜǊ ǊŜŦŜǊǊŜŘ ǘƻ ŀǎ ǘƘŜ άǘǊǳǎǘŜŜΦέ  ¢Ƙƛǎ 

flow, from the perspective of the trustor includes: 

 

1. Evaluating the trustworthiness of the trustee.  If the trustee appears trustworthy, the 

trustor then forms positive expectations regarding the ǘǊǳǎǘŜŜΩǎ ōŜƘŀǾƛƻǊ ŀƴŘ ƛƴǘŜƴǘ, a 
                                                           
40 wƛǘŀ DƛƭƭΣ aŜƎŀƴ aΦ ¢ƘƻƳǇǎƻƴΣ ŀƴŘ !ƴƎŜƭŀ wΦ CŜōōǊŀǊƻΣ ά¢Ǌǳǎǘ ƛƴ LƴǘŜǊƴŀǘƛƻƴŀƭ aƛƭƛǘŀǊȅ aƛǎǎƛƻƴǎΥ ±ƛƻƭŀǘƛƻƴǎ ƻŦ 
¢Ǌǳǎǘ ŀƴŘ {ǘǊŀǘŜƎƛŜǎ ŦƻǊ wŜǇŀƛǊΣέ ƛƴ Trust in Military Teams, edited by Neville A. Stanton (Burlington VT: Ashgate 
Publishing), 107. 
41 !Ƴȅ /Φ 9ŘƳƻƴŘǎƻƴΣ άtǎȅŎƘƻƭƻƎƛŎŀƭ {ŀŦŜǘȅΣ ¢ǊǳǎǘΣ ŀƴŘ [ŜŀǊƴƛƴƎ ƛƴ hǊƎŀƴƛȊŀǘƛƻƴǎΥ ! DǊƻǳǇ-[ŜǾŜƭ [ŜƴǎΣέ ƛƴ Trust 
and Distrust in Organizations, edited by Roderick M. Kramer and Karen S. Cook (New York: Russell Sage 
Foundation): 242. 
42 aŀȅŜǊΣ 5ŀǾƛǎΣ ŀƴŘ {ŎƘƻƻǊƳŀƴΣ ά!ƴ LƴǘŜƎǊŀǘƛǾŜ aƻŘŜƭ ƻŦ hǊƎŀƴƛȊŀǘƛƻƴŀƭ ¢ǊǳǎǘΣέ тмнΦ 
43 Wŀǎƻƴ !Φ /ƻƭǉǳƛǘǘΣ .ǊŜƴǘ !Φ {ŎƻǘǘΣ ŀƴŘ WŜŦŦŜǊȅ !Φ [ŜtƛƴŜΣ ά¢ǊǳǎǘΣ ¢ǊǳǎǘǿƻǊǘƘƛƴŜǎǎΣ ŀƴŘ ¢Ǌǳǎǘ tǊƻǇŜƴǎƛǘȅΥ ! aŜǘŀ-
Analytic Test of TheiǊ ¦ƴƛǉǳŜ wŜƭŀǘƛƻƴǎƘƛǇǎ ǿƛǘƘ wƛǎƪ ¢ŀƪƛƴƎ ŀƴŘ Wƻō tŜǊŦƻǊƳŀƴŎŜΣέ Journal of Applied 
Psychology 92, no. 4 (2007): 909. 
44 [ǳƻΣ ά.ǳƛƭŘƛƴƎ ¢Ǌǳǎǘ ƛƴ /Ǌƻǎǎ-/ǳƭǘǳǊŀƭ /ƻƭƭŀōƻǊŀǘƛƻƴǎΣέ ссфΦ 
45 CΦ 5ŀǾƛŘ {ŎƘƻƻǊƳŀƴΣ wƻƎŜǊ /Φ aŀȅŜǊΣ ŀƴŘ WŀƳŜǎ IΦ 5ŀǾƛǎΣ ά!ƴ LƴǘŜƎǊŀǘƛǾŜ aƻŘŜl of Organizational Trust: Past, 
tǊŜǎŜƴǘΣ ŀƴŘ CǳǘǳǊŜΣέ Academy of Management Review 32 no.2 (2007):344. 
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willingness to be vulnerable, and an intention to trust.  This is the belief aspect of the 

trust process. 

 

2. Assessing the risk and other associated factors. If the risk is ultimately deemed 

acceptable by the trustor, then he will form an intention to demonstrate the trust-

informed behavior.  This is the behavior aspect of the trust process. 

 

3. !ǎǎŜǎǎƛƴƎ ŀƴŘ ƭŜŀǊƴƛƴƎ ŦǊƻƳ ǘƘŜ ǊŜǎǳƭǘǎ ƻŦ ǘƘŜ ŀŎǘƛƻƴΦ  LŦ ǘƘŜ ǘǊǳǎǘŜŜΩǎ ōŜƘŀǾƛƻǊ ƳŜŜǘǎ ƻǊ 

fails to meet the positive expectations, the trustor will modify his assessment of the 

ǘǊǳǎǘŜŜΩǎ ǘǊǳǎǘǿƻǊǘƘƛƴŜǎǎ ŀŎŎƻǊŘƛƴƎƭȅΦ This is the evaluation aspect of the trust process. 

 

For ease of understanding, this paper describes the decision process assuming ǘƘŜ ǘǊǳǎǘƻǊΩǎ 

thought process is always conscious, analytical, rational, and deliberate.  This of course is not 

always the case, and most readers can probably recall an instance of feeling that they could 

ǘǊǳǎǘ ǎƻƳŜƻƴŜΣ ƻǊ ŎƻǳƭŘƴΩǘ ǘǊǳǎǘ ǎƻƳŜƻƴŜ ǿƛǘƘƻǳǘ ōeing consciously aware of the reasons for 

their feeling.  A good discussion on the subconscious aspect of the decision to trust and other 

ƛƴǘŜǊǇŜǊǎƻƴŀƭ ƛƴǘŜǊŀŎǘƛƻƴǎ Ŏŀƴ ōŜ ŦƻǳƴŘ ƛƴ 5ŀƴƛŜƭ DƻƭŜƳŀƴΩǎ ōƻƻƪΣ ά{ƻŎƛŀƭ LƴǘŜƭƭƛƎŜƴŎŜΥ ¢ƘŜ 

Revolutionary New Science ƻŦ IǳƳŀƴ wŜƭŀǘƛƻƴǎƘƛǇǎΦέ46 

 

The Mayer, Davis, & Schoorman Model of Trust 

aŀȅŜǊΣ 5ŀǾƛǎΣ ŀƴŘ {ŎƘƻƻǊƳŀƴ ǇǳōƭƛǎƘŜŘ ǘƘŜƛǊ άIntegrative aƻŘŜƭ ƻŦ ¢Ǌǳǎǘέ ƛƴ мффр, shown here 

in Figure 2.47 The model portrays how trust develops between two parties, of which one could 

be a leader and the other a follower. This trust between two specific individuals has been called 

interpersonal trust by some scholars48 and dyadic trust by others.49  

 

                                                           
46 Daniel Goleman, Social Intelligence: The Revolutionary New Science of Human Relationships (New York: Bantam 
Books) 2007, 1-391. 
47 Mayer, Davis, and Schoorman, ά!ƴ LƴǘŜƎǊŀǘƛǾŜ aƻŘŜƭ ƻŦ hǊƎŀƴƛȊŀǘƛƻƴŀƭ ¢ǊǳǎǘΣέ 211. 
48 Cynthia Johnson-DŜƻǊƎŜ ŀƴŘ ²ŀƭǘŜǊ /Φ {ǿŀǇΣ άaŜŀǎǳǊŜƳŜƴǘ ƻŦ {ǇŜŎƛŦƛŎ LƴǘŜǊǇŜǊǎƻƴŀƭ ¢ǊǳǎǘΥ /ƻƴǎǘǊǳŎǘƛƻƴ ŀƴŘ 
±ŀƭƛŘŀǘƛƻƴ ƻŦ ŀ {ŎŀƭŜ ǘƻ !ǎǎŜǎǎ ¢Ǌǳǎǘ ƛƴ ŀ {ǇŜŎƛŦƛŎ hǘƘŜǊΣέ Journal of Personality and Social Psychology 43, no. 6 
(1982): 1306. 
49 wƻōŜǊǘ 9Φ [ŀǊȊŜƭŜǊŜ ŀƴŘ ¢ŜŘ [Φ IǳǎǘƻƴΣ ά¢ƘŜ 5ȅŀŘƛŎ ¢Ǌǳǎǘ {ŎŀƭŜΥ ¢ƻǿŀǊŘ ¦ƴŘŜǊǎǘŀƴŘƛƴƎ LƴǘŜǊǇŜǊǎƻƴŀƭ ¢Ǌǳǎǘ ƛƴ 
/ƭƻǎŜ wŜƭŀǘƛƻƴǎƘƛǇǎΣέ Journal of Marriage and Family 42, no. 3 (1980): 595. 
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Figure 2. Mayer, Davis, & Schoorman's Model of Trust, 1995. 

 

According to this model, the development of trust is impacted by characteristics and factors of 

both the trustor and the trustee.  tŜǊƘŀǇǎ ǘƘŜ Ƴƻǎǘ ƻōǾƛƻǳǎ ŦŀŎǘƻǊǎ ƛƳǇŀŎǘƛƴƎ ŀ ǇŜǊǎƻƴΩǎ 

decision to trust are what Mayer, Davis, and Schoorman call the άCŀŎǘƻǊǎ ƻŦ tŜǊŎŜƛǾŜŘ 

¢ǊǳǎǘǿƻǊǘƘƛƴŜǎǎΦέ50 According to them, when making the decision to trust, the trustor makes an 

ŀǎǎŜǎǎƳŜƴǘ ƻŦ ǘƘŜ ǘǊǳǎǘŜŜΩǎΥ 

 

¶ Ability ς άΧǘƘŀǘ ƎǊƻǳǇ ƻŦ ǎƪƛƭƭǎΣ ŎƻƳǇŜǘŜƴŎƛŜǎΣ ŀƴŘ ŎƘŀǊŀŎǘŜǊƛǎǘƛŎǎ ǘƘŀǘ ŜƴŀōƭŜ ŀ ǇŀǊǘȅ ǘƻ 

have influence withƛƴ ǎƻƳŜ ǎǇŜŎƛŦƛŎ ŘƻƳŀƛƴΦέ {ƛƴŎŜ ǇŜƻǇƭŜǎΩ ŀōƛƭƛǘƛŜǎ ǘŜƴŘ ǘƻ ōŜ ŘƻƳŀƛƴ-

specific, trust is also domain-specific.51  

 

¶ Benevolence ς άΧǘƘŜ ŜȄǘŜƴǘ ǘƻ ǿƘƛŎƘ ǘƘŜ ǘǊǳǎǘŜŜ ƛǎ ǇŜǊŎŜƛǾŜŘ ǘƻ ǿŀƴǘ ǘƻ do good to the 

ǘǊǳǎǘƻǊΧέ52 

 

¶ Integrity ς άΧǘƘŜ ǘǊǳǎǘƻǊΩǎ ǇŜǊŎŜǇǘƛƻƴ ǘƘŀǘ the trustee adheres to a set of principles that 

ǘƘŜ ǘǊǳǎǘƻǊ ŦƛƴŘǎ ŀŎŎŜǇǘŀōƭŜΦέ53 
 

                                                           
50 Mayer, Davis, and Schoorman, ά!ƴ LƴǘŜƎǊŀǘƛǾŜ aƻŘŜƭ ƻŦ hǊƎŀƴƛȊŀǘƛƻƴŀƭ ¢ǊǳǎǘΣέ 715. 
51 Ibid, 717. 
52 Ibid, 718. 
53 Ibid, 719. 
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In addition to these factors regarding the trustee, the decision to trust is impacted by the 

ǘǊǳǎǘƻǊΩǎ propensity to trust.54 Closely related to what some scholars have termed either 

άƘƻƭƛǎǘƛŎ ǘǊǳǎǘέ55 ƻǊ άŘƛǎǇƻǎƛǘƛƻƴŀƭ ǘǊǳǎǘΣέ56 ŀ ǇŜǊǎƻƴΩǎ ǇǊƻǇŜƴǎƛǘȅ ǘƻ ǘǊǳǎǘ ƛǎ ǘƘŜƛǊ ƎŜƴŜǊŀƭ 

willingness to trust other people. Mayer, Davis, and Schoorman point out that there is no 

ƻōƧŜŎǘƛǾŜΣ ŀōǎƻƭǳǘŜ ƳŜŀǎǳǊŜ ƻŦ ǘƘŜ ǘǊǳǎǘŜŜΩǎ ŎƘŀǊŀŎǘŜǊƛǎǘƛŎǎ of ability, benevolence, and 

integrity.  Rather, what matters to his decision to trust is the ǘǊǳǎǘƻǊΩǎ perception of the 

ǘǊǳǎǘŜŜΩǎ characteristics.  This is why the ǘǊǳǎǘƻǊΩ ǎ propensity to trust is important, because it 

serves as a kind of a lens that shapeǎ ǘƘŜ ǿŀȅ ǘƘŀǘ ǘƘŜ ǘǊǳǎǘƻǊ ōƻǘƘ άŦƛƭƭǎ ƛƴέ ƳƛǎǎƛƴƎ ƛƴŦƻǊƳŀǘƛƻƴ 

about the trustee and shapes the way that the trustor interprets the information perceived 

about the trustee.  

 

Propensity to trust is thought to be a relatively stable trait by the time a person reaches 

adulthood.57 Research has suggested that people with higher propensities to trust, in addition 

to being more trusting of other people, tend to be more trustworthy in their actions.58 In one 

study, people with high propensities to trust tended to work equally hard whether or not they 

thought they were being observed by their supervisors, whereas people with lower 

propensities to trust tended to work significantly less hard when they thought they were not 

being watched.59  

 

     So, proceeding with the model, based upon the ǘǊǳǎǘƻǊΩ ǎ propensity to trust and perceptions 

ƻŦ ǘƘŜ ǘǊǳǎǘŜŜΩǎ ŀōƛƭƛǘȅΣ ōŜƴŜǾƻƭŜƴŎŜΣ ŀƴŘ ƛƴǘŜƎǊƛǘȅΣ ǘƘŜ ǘǊǳǎǘƻǊ ǿƛƭƭ ƳŀƪŜ ŀƴ ŀǎǎŜǎǎƳŜƴǘ ƻŦ ǘƘŜ 

ǘǊǳǎǘŜŜΩǎ overall level of trustworthiness.  This assessment is noǘ ŀ ŘƛŎƘƻǘƻƳƻǳǎ άȅŜǎ ƻǊ ƴƻέ 

determination, but rather an assessment along a continuum.60 This assessment determines the 

ŘŜƎǊŜŜ ǘƻ ǿƘƛŎƘ ǘƘŜ ǘǊǳǎǘƻǊ άǘǊǳǎǘǎέ ǘƘŜ ǘǊǳǎǘŜŜΦ  !ŎŎƻǊŘƛƴƎ ǘƻ ǘƘŜƛǊ ƳƻŘŜƭΣ ƘƻǿŜǾŜǊΣ ǘƘŜǊŜ ƛǎ ŀ 

distinction between the psychological state of trusting, and the behavioral function of taking 

ŀŎǘƛƻƴΦ  !ǎ ǘƘŜ ǎŎƘƻƭŀǊǎ ǎŀȅΣ ά¢ƘŜǊŜ ƛǎ ƴƻ Ǌƛǎƪ ǘŀƪŜƴ ƛƴ ǘƘŜ willingness to be vulnerable (i.e. to 

trust) but risk is inherent in the behavioral manifestation ƻŦ ǘƘŜ ǿƛƭƭƛƴƎƴŜǎǎ ǘƻ ōŜ ǾǳƭƴŜǊŀōƭŜΦέ61  

According to the model, once the trust level has been determined (by the perceived 

trustworthiness of the trustee and the propensity to trust of the trustor), a trustor will engage 

in risk taking behavior that corresponds to the risk in the situation. Trusting and accepting risk 

                                                           
54 Ibid, 714. 
55 /Φ aƛŎƘŀŜƭ tƻǿŜƭƭ ŀƴŘ YƛǊƪ /Φ IŜƛƻǘΣ ά¢ƘŜ LƴǘŜǊŀŎǘƛƻƴ ƻŦ IƻƭƛǎǘƛŎ ŀƴŘ 5ȅŀŘƛŎ ¢Ǌǳǎǘ ƛƴ {ƻŎƛŀƭ wŜƭŀǘƛƻƴǎƘƛǇǎΥ !ƴ 
LƴǾŜǎǘƛƎŀǘƛǾŜ ¢ƘŜƻǊŜǘƛŎŀƭ aƻŘŜƭΣέ Journal of Social Behavior and Personality 15, no. 3 (2000): 387. 
56 wƻŘŜǊƛŎƪ aΦ YǊŀƳŜǊΣ ά¢Ǌǳǎǘ ŀƴŘ 5ƛǎǘǊǳǎǘ ƛƴ hǊƎŀƴƛȊŀǘƛƻƴǎΥ 9ƳŜǊƎƛƴƎ tŜǊǎǇŜŎǘƛǾŜǎΣ 9ƴŘǳǊƛƴƎ vǳŜǎǘƛƻƴǎΣέ Annual 
Review of Psychology 50 (1999): 575. 
57 /ƻƭǉǳƛǘǘΣ {ŎƻǘǘΣ ŀƴŘ [ŜtƛƴŜΣ ά¢ǊǳǎǘΣ Trustworthiness, and Trust Propensity: A Meta-Analytic Test of Their Unique 
wŜƭŀǘƛƻƴǎƘƛǇǎ ǿƛǘƘ wƛǎƪ ¢ŀƪƛƴƎ ŀƴŘ Wƻō tŜǊŦƻǊƳŀƴŎŜΣέ 911. 
58 WŜǊŜƳȅ .Φ .ŜǊƴŜǊǘƘ ŀƴŘ IΦ WŀŎƪ ²ŀƭƪŜǊΣ άtǊƻǇŜƴǎƛǘȅ ǘƻ ¢Ǌǳǎǘ ŀƴŘ ǘƘŜ LƳǇŀŎǘ ƻƴ {ƻŎƛŀƭ 9ȄŎƘŀƴƎŜΣέ Journal of 
Leadership and Organizational Studies 15, no. 3 (2009): 218. 
59 Wǳƭƛŀƴ .Φ wƻǘǘŜǊ άLƴǘŜǊǇŜǊǎƻƴŀƭ ¢ǊǳǎǘΣ ¢ǊǳǎǘǿƻǊǘƘƛƴŜǎǎΣ ŀƴŘ DǳƭƭƛōƛƭƛǘȅΣέ American Psychologist 35, no. 1 (1980): 3. 
60 Mayer, Davis, Schoorman, ά!ƴ LƴǘŜƎǊŀǘƛǾŜ aƻŘŜƭ ƻŦ hǊƎŀƴƛȊŀǘƛƻƴŀƭ ¢ǊǳǎǘΣέ 721. 
61 Ibid, 724. 
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are therefore context dependent according to this model. This again illustrates why the 

ǉǳŜǎǘƛƻƴΣ άŘƻ ȅƻǳ ǘǊǳǎǘ ȅƻǳǊ ƭŜŀŘŜǊΚέ Ƴǳǎǘ ōŜ ǉǳŀƭƛŦƛŜŘ ǿƛǘƘΣ άǘƻ Řƻ ǿƘŀǘΚέ62 
 

Graham Dietz Trust Model 

The next model of how trust is developed between people was published by Graham Dietz (see 

Figure 3)Φ  !ǎ Ŏŀƴ ōŜ ǎŜŜƴΣ 5ƛŜǘȊΩǎ ƳƻŘŜƭ Ƙŀǎ ǘƘŜ ǎŀƳŜ ƻǾŜǊŀƭƭ άŦƭƻǿέ ŀǎ ǘƘŜ aŀȅŜǊΣ 5ŀǾƛǎΣ ŀƴŘ 

Schoorman model, progressing from inputs to an assessment of the trustworthiness of the 

other person, and from there to a decision and ultimately an action.63  What Mayer, Davis, & 

{ŎƘƻƻǊƳŀƴ Ŏŀƭƭ ά¢ǊǳǎǘƻǊΩǎ tǊƻǇŜƴǎƛǘȅέ 5ƛŜǘȊ Ŏŀƭƭǎ άtǊŜ-5ƛǎǇƻǎƛǘƛƻƴ ǘƻ ¢ǊǳǎǘΣέ ōǳǘ ōƻǘƘ ƳŜŀƴ 

generally the same thing. Both models include a feedback loop through which the trustor can 

learn from experience and increase the degree of trust and risk that he is willing to extend and 

ŀŎŎŜǇǘ ǊŜǎǇŜŎǘƛǾŜƭȅΦ  IƻǿŜǾŜǊΣ 5ƛŜǘȊΩǎ ƳƻŘŜƭ ŀŘŘǎ additional elements that are important. 

 

DietzΩǎ ǘǊǳǎǘ ǇǊƻŎŜǎǎ ǎǘŀǊǘǎ ǿƛǘƘ ǘƘŜ ǘǊǳǎǘŜŜΩǎ ōŜƘŀǾƛƻǊǎ ŀǎ άƛƴǇǳǘǎ.έ He includes the trustorΩǎ 

ǇŜǊŎŜǇǘƛƻƴ ƻŦ ǘƘŜ ǘǊǳǎǘŜŜΩǎ ǇǊŜŘƛŎǘŀōƛƭƛǘȅ ǘƻ ǘƘŜ ŀōƛƭƛǘȅΣ benevolence and integrity inputs to the 

process that Mayer, Davis, and Schoorman listed.64 Additionally, he includes the nature of the 

relationship between the trustee and the trustor as an input to the process. Even when limiting 

our analysis to trust between leader and follower as we do here, the nature of the trustee-

trustor relationship is in no way a constant.  Dynamic situations, such as a new commander 

takes over a seasoned unit, or a task force being formed for a specific mission in the midst of 

ongoing operations, highlight the degree to which the nature of the trustor-trustee relationship 

can vary and have significant impact on the development of trust. 

  

Dietz adds ǘƘŜ ¢ǊǳǎǘƻǊΩǎ ŎƘŀǊŀŎǘŜǊΣ ƳƻǘƛǾŀǘƛƻƴǎΣ ŀōƛƭƛǘƛŜǎΣ ōŜƘŀǾƛƻǊǎ ŀǎ ŀƴ ƛƴǇǳǘΦ65  This is an 

important factor in the process, because in addition to having an overall propensity to trust, the 

trustor might have specific motivations, beliefs, or biases that influence the decision to trust.  

Kramer describes category-ōŀǎŜŘ ǘǊǳǎǘ ŀǎ ǘǊǳǎǘ άǇǊŜŘƛŎŀǘŜŘ ƻƴ ƛƴŦƻǊƳŀǘƛƻƴ ǊŜƎŀǊŘƛƴƎ ŀ ǘǊǳǎǘŜŜΩǎ 

membership in a social or organizational category ς information which, when salient, often 

ǳƴƪƴƻǿƛƴƎƭȅ ƛƴŦƭǳŜƴŎŜǎ ƻǘƘŜǊǎΩ ƧǳŘƎƳŜƴǘǎ ŀōƻǳǘ ǘƘŜƛǊ ǘǊǳǎǘǿƻǊǘƘƛƴŜǎǎΦέ66  

     

 !ŘŘƛǘƛƻƴŀƭƭȅΣ 5ƛŜǘȊ ŀŘŘǎ ά5ƻƳŀƛƴ-ǎǇŜŎƛŦƛŎ ŎƻƴŎŜǊƴǎέ ŀǎ ŀƴƻǘƘŜǊ variable in the trust process.67 

An example of this might be an Army unit operating alongside on of our Unified Action Partners 

(UAP) and being unable by policy to share specific intelligence information.   Even though the 

                                                           
62 Ibid, 729. 
63 DǊŀƘŀƳ 5ƛŜǘȊΣ άDƻƛƴƎ .ŀŎƪ ǘƻ ǘƘŜ {ƻǳǊŎŜΥ ²Ƙȅ 5ƻ tŜƻǇƭŜ ¢Ǌǳǎǘ 9ŀŎƘ hǘƘŜǊΚΣέ Journal of Trust Research 1, no. 2 
(2011): 218-19. 
64 5ƛŜǘȊ ŀƴŘ 5Ŝƴ IŀǊǘƻƎΣ άaŜŀǎǳǊƛƴƎ ¢Ǌǳǎǘ LƴǎƛŘŜ hǊƎŀƴƛȊŀǘƛƻƴǎΣέ рслΦ 
65 Dietz, άDƻƛƴƎ .ŀŎƪ ǘƻ ǘƘŜ {ƻǳǊŎŜΥ ²Ƙȅ 5ƻ tŜƻǇƭŜ ¢Ǌǳǎǘ 9ŀŎƘ hǘƘŜǊΚΣέ 219. 
66 Kramer, ά¢Ǌǳǎǘ ŀƴŘ 5ƛǎǘǊǳǎǘ ƛƴ hǊƎŀƴƛȊŀǘƛƻƴǎΥ 9ƳŜǊƎƛƴƎ tŜǊǎǇŜŎǘƛǾŜǎΣ 9ƴŘǳǊƛƴƎ vǳŜǎǘƛƻƴǎΣέ рттΦ  
67 Ibid, 219. 
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act of withholding information is a major cause of distrust,68 the leader might have no 

alternative.  5ƛŜǘȊ ŀƭǎƻ ƛƴŎƭǳŘŜǎ ǳƴŘŜǊ άǎƛǘǳŀǘƛƻƴŀƭ ƛƴŦƭǳŜƴŎŜǎέ ŎǳƭǘǳǊŜΣ ƛƴǎǘƛǘǳǘƛƻƴǎΣ ǊƻƭŜΣ ŀƴŘ 

reputation.  The institution and reputation can have significant impacts upon the development 

of trust,69 especially in the military.70  

 

 CƛƴŀƭƭȅΣ 5ƛŜǘȊ Ƙŀǎ ƛƴŎƭǳŘŜŘ ŀƴ ƛƴǇǳǘ ǘƻ ǘƘŜ ǘǊǳǎǘƻǊΩǎ ŘŜŎƛǎƛƻƴ ǘƻ ŀŎŎŜǇǘ Ǌƛǎƪ ǘƘŀǘ ƘŜ ŎŀƭƭǎΣ 

άŎƻƴǎŜǉǳŜƴŎŜǎ ōŜȅƻƴŘ ǘƘŜ ǊŜƭŀǘƛƻƴǎƘƛǇΦέ CƻǊ ŜȄŀƳǇƭŜΣ ŀ ǇŜǊǎƻƴ ƳƛƎƘǘ ƻǇǘ ǘƻ ŀŎŎŜǇǘ ǘƘŜ Ǌƛǎƪ 

and perform a trusting action even though his analysis indicated that the trustee was not 

completely trustworthy if the need to demonstrate that trust was important for another goal of 

the trustor.71  

 

 

Figure 3. Dietz's Trust Process, 2011. 

 

YŜȅ ǘƻ 5ƛŜǘȊΩǎ ǇǊƻŎŜǎǎ ƛǎ ǘƘŀǘΣ άǘƘŜ ǎŜǉǳŜƴŎŜ ŀƴŘ ŘȅƴŀƳƛŎ ƛǎ ǳƴƛǾŜǊǎŀƭΣ ōǳǘ ǇŜƻǇƭŜΩǎ ƛŘƛƻǎȅƴŎǊŀǘƛŎ 

preferences and influences and localized external conditions shape the content and process at 

ŜŀŎƘ ǎǘŀƎŜΦέ72  5ƛŜǘȊΩǎ Ǉƻƛƴǘ ƘŜǊŜ ƛǎ ǘƘŀǘΣ ǿƘƛƭŜ ǘƘŜ ōŀǎƛŎ ǎǘŜǇǎ ŀƴŘ ǎŜǉǳŜƴŎŜ ŀǊŜ ǳƴƛǾŜǊǎŀƭΣ in 

                                                           
68 Megan Tschannen-aƻǊŀƴΣ ά! aǳƭǘƛŘƛǎŎƛǇƭƛƴŀǊȅ !ƴŀƭȅǎƛǎ ƻŦ ǘƘŜ bŀǘǳǊŜΣ aŜŀƴƛƴƎΣ ŀƴŘ aŜŀǎǳǊŜƳŜƴǘ ƻŦ 
¢ǊǳǎǘΣέ Review of Educational Research 70, no. 4 (2000): 558. 
69 Good, David. "Individuals, interpersonal relations, and trust." In Trust: Making and breaking cooperative 
relations edited by Diego Gambetta (Hoboken, NJ: Blackwell Publishing, 1990): 35. 
70 !ƴ ŜȄŀƳǇƭŜ ƻŦ ǘƘŜ ƛƳǇŀŎǘ ƻŦ ƛƴǎǘƛǘǳǘƛƻƴ Ŏŀƴ ōŜ ŦƻǳƴŘ ƛƴ WƻŜȅ 9Φ YƭƛƴƎŜǊΩǎ ¢ƘŜǎƛǎ ŦǊƻƳ bŀǾŀƭ tƻǎǘƎǊŀŘǳŀǘŜ {ŎƘƻƻƭΣ 
ά!ƴŀƭȅǎƛǎ ƻŦ ǘƘŜ tŜǊŎŜǇǘƛƻƴǎ ƻŦ ¢ǊŀƛƴƛƴƎ 9ŦŦŜŎǘƛǾŜƴŜǎǎ ƻŦ ǘƘŜ /ǊǳŎƛōƭŜ ŀǘ aŀǊƛƴŜ /ƻǊǇǎ wŜŎǊǳƛǘ 5ŜǇƻǘΣ {ŀƴ 5ƛŜƎƻΣέ 
(1999) available online at http://www.dtic.mil/dtic/tr/fulltext/u2/a362588.pdf . 
71 5ƛŜǘȊ ŀƴŘ 5Ŝƴ IŀǊǘƻƎΣ άaŜŀǎǳǊƛƴƎ ǘǊǳǎǘ ƛƴǎƛŘŜ ƻǊƎŀƴƛǎŀǘƛƻƴǎΣέ рслΦ 
72 Dietz, άDƻƛƴƎ .ŀŎƪ ǘƻ ǘƘŜ {ƻǳǊŎŜΥ ²Ƙȅ 5ƻ tŜƻǇƭŜ ¢Ǌǳǎǘ 9ŀŎƘ hǘƘŜǊΚΣέ 219. 
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any actual instance, a peǊǎƻƴΩǎ ŘŜŎƛǎƛƻƴ ǘƻ ǘǊǳǎǘ ƳƛƎƘǘ ōŜ ƛƳǇŀŎǘŜŘ ōȅ ŀƴȅ ŎƻƳōƛƴŀǘƛƻƴ ƻŦ ǘƘŜǎŜ 

ǾŀǊƛŀōƭŜǎΦ !ƴŘ ƛǘ ƛǎ ǾŜǊȅ ǇƻǎǎƛōƭŜ ǘƘŀǘ ǘƘŜ ǘǊǳǎǘƻǊ ǿƛƭƭ άŦŜŜƭέ ǘƘŀǘ ŀƴƻǘƘŜǊ ǇŜǊǎƻƴ ƛǎ ǘǊǳǎǘǿƻǊǘƘȅ 

or untrustworthy without being consciously aware of the reasons.73   

 

At the end of this process, if the trustor deems the risk acceptable, he will take the trust-

informed action. The degree to which the trustor will actively trust is therefore related to his 

level of risk tolerance.74 The important aspects here are: 

 

¶ The trustor, by taking this action, is willingly accepting vulnerability to the actions of the 

trustee, and 

¶ The trustor has reason to believe that the trustee will, through his actions, protect the 

ǘǊǳǎǘƻǊΩǎ ƛƴǘŜǊŜǎǘǎΦ   

.ŀǎŜŘ ƻƴ ǘƘŜ ¢ǊǳǎǘŜŜΩǎ ŀŎǘƛƻƴǎ ŀƴŘ ǘƘŜ ƻǳǘŎƻƳŜΣ ǘƘŜ ¢ǊǳǎǘƻǊ ǿƛƭƭ ŀŘƧǳǎǘ Ƙƛǎ ŀǎǎŜǎǎƳŜƴǘ ƻŦ 

trustworthiness, and continue interaction or seek to take actions to reduce or eliminate 

dependency and vulnerability. 75  This is important because trust is not a static concept, but 

ǊŀǘƘŜǊ ŀ ǾŜǊȅ ŘȅƴŀƳƛŎ ƻƴŜΣ ǿƛǘƘ ǘǊǳǎǘ ŘŜǾŜƭƻǇƛƴƎ ǘƻ ƎǊŜŀǘŜǊ ŜȄǘŜƴǘǎ ŀǎ ǘƘŜ ǘǊǳǎǘƻǊΩǎ ǇƻǎƛǘƛǾŜ 

expectations continue to be met. 

     In summary, the decision to trust is impacted by four categories of variables (see Table 2); 

variables related to the Trustor, variables related to the Trustee, variables related to the 

relationship between the trustee and the trustor, and variables relating to the context and 

situation. In this next section the author will explore what the Army could do, and in many 

cases is already doing, to influence these variables in order to enable leaders to more 

effectively build relationships of mutual trust with their seniors and subordinates. 

 

The Variables Impacting the Decision To Trust76 

Category Examples Notes 

Trustee Variables 
Trustee Characteristics; 
Motives, Abilities, 
Behaviors 

Trustee Ability, Benevolence, Integrity, and 
Predictability. 
Even though these are listed as Trustee variables, 
ǿƘŀǘ ƳŀǘǘŜǊǎ ƛǎ ƴƻǘ ǘƘŜ ǘǊǳǎǘŜŜΩǎ ŎƘŀǊŀŎǘŜǊƛǎǘƛŎǎΣ ōǳǘ 
how the trustee perceives them.  

Trustor Variables 
Propensity to trust, 
biases, beliefs, and 
worldview 

These variables can shape the way the trustor 
interprets trustee behavior and influence the 
resultant assessment of trustworthiness. 

                                                           
73 Daniel Goleman, Social Intelligence: The Revolutionary New Science of Human Relationships, 4. 
74 aŜƛǊ {ǘŀǘƳŀƴΣ ά¢ƘŜ ŎǳƭǘǳǊŜǎ ƻŦ Ǌƛǎƪ ǘƻƭŜǊŀƴŎŜΦέ ²ƻǊƪƛƴƎ tŀǇŜǊΣ {ŀƴǘŀ /ƭŀǊŀ ¦ƴƛǾŜǊǎƛǘȅ όWǳƭȅ ннΣнлмлύ !ǾŀƛƭŀōƭŜ 
from http://dx.doi.org/10.2139/ssrn.1647086   
75 Edna Ullmann-aŀǊƎŀƭƛǘΣ ά¢ǊǳǎǘΣ 5ƛǎǘǊǳǎǘΣ ŀƴŘ Lƴ .ŜǘǿŜŜƴέ ƛƴ Distrust edited by Russell Hardin (New York: Russell 
Sage Foundation, 2004): 66-68. 
76 5ƛŜǘȊ ŀƴŘ 5Ŝƴ IŀǊǘƻƎΣ άaŜŀǎǳǊƛƴƎ ǘǊǳǎǘ ƛƴǎƛŘŜ ƻǊƎŀƴƛǎŀǘƛƻƴǎΣέ рсм-563. 



 
 

23 
 

Variables regarding the 
Trustee-Trustor 
relationship 

Nature of the 
relationship 

Are they coequals or is one subordinate to the other?  
How interdependent are their tasks and 
responsibilities?   

Situational Variables 
Institutions, culture, 
roles, and reputations 

As the Army embraces Mission Command, the 
organizational expectation will be that commanders 
decentralize the decision-making process and 
empower their subordinate leaders. 

Table 2. Categories of Variables Impacting the Decision to Trust, Adapted from Graham Dietz, 2011. 

 

 

Increasing Trust between Leaders and Followers 
 

In this section, the paper first explores a sample of actions that the Army is currently taking to 

understand and increase the levels of trust between leaders and their followers.  Following this, 

the paper examines select trust-related initiatives that commercial and academic organizations 

have developed and implemented. These lists are in no way comprehensive, but rather consists 

of those defense and commercial organizations that the HDCDTF knew of through professional 

networks or identified through literature review and internet search.  

To provide structure, the paper utilizes the framework of Assessment, Education, Training, and 

Research & Experimentation.  Assessment is important because it can be important to gain an 

understanding of the problem, or even if there is a problem, prior attempting to solve the 

problem. For trust, assessment can be important at the individual, the unit, and the 

organizational level. Specifically, assessment of trust can: 

 

¶ Provide leaders with an understanding of the current state of trust within the Army, 

and ƛŘŜƴǘƛŦȅ ƛŦ ǘƘŜǊŜ ŀǊŜ ǘǊǳǎǘ ŘŜŦƛŎƛŜƴŎƛŜǎ ǘƘŀǘ ŀǊŜ ƴŜƎŀǘƛǾŜƭȅ ƛƳǇŀŎǘƛƴƎ ǘƘŜ !ǊƳȅΩǎ 

operational effectiveness. 

 

¶ Inform the design and effectiveness of training, education, research, and 

experimentation. If there are identified patterns of operationally-significant trust 

deficiencies, in what situations do they occur?  Do they tend to exist by echelon or by 

element (e.g. do the Officers tend to not trust their NCOs? or do all of the subordinate 

leaders in a given unit not trust their leadership?) What variables tend to be leading to 

the identified trust deficiencies? 

Due to the importance of understanding the situation and the problem in as much detail as 

possible prior to taking action, this paper will explore assessment first. 

 

Army Trust Initiatives ς Assessment 
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In April, 2012, following a year-long campaign of learning to assess how the last decade of war 

has impacted the Army as an institution, TRADOC published its report which included eight 

recommendations specifically addressing trust.  The recommendations included making trust a 

focused discussion topic for all unit and organizational professional development programs, and 

including trust in the curricula of professional military education.   The Center for Army 

Leadership (CAL) is currently playing a lead role in the assessment of leadership-related areas in 

the Army. Vertical trust is one such area, and the 2013 Center for Army Leadership Annual 

Survey of Army Leadership (CASAL) included this as an area of emphasis.  The 2013 CASAL 

findings revealed that 68% of active component Army leaders reported having high or very-high 

trust in their immediate superiƻǊǎΦέ77   

 

As seen in Figure 4, the degree to which respondents indicated that they trusted their leaders 

appears to correspond with the rank of the leader, with higher ranking leaders being more 

trusted than lower ranking leaders. For example, among active duty commissioned officers, the 

lieutenants were the least trusted and General Officers the most trusted with 63% and 87% of 

their direct subordinates indicating that they had high or very high levels of trust in them 

respectively. 78 The same pattern can be found in the data from the enlisted Soldiers. 

Of interest, as seen in Figure 5, the degree to which leaders reported trusting their 

subordinates appears to follow the same trend, with field grade officers reporting that they 

trust their subordinates at higher levels than do company grade officers, and senior NCOs 

reporting that they trust their subordinates at higher levels than do junior NCOs.  This 

information is valuable, and the clear pattern that the lower level of leaders, both among the 

enlisted and the officer ranks, tend to trust less, and be trusted less, provides an initial starting 

point for the design of future initiatives to increase vertical trust in the Army.   

 

It is not possible with the data currently available to determine with certainty why the junior 

leaders in both the officer and enlisted ranks are tending to trust less and be trusted less, but 

one possible explanation could be that this is caused by differences in trust perspectives across 

a generational gap. 

 

Lƴ Ƙƛǎ нллп ŀǊǘƛŎƭŜ ǘƛǘƭŜŘΣ ά±ŀƭƛŘŀǘƛƴƎ DŜƴŜǊŀǘƛƻƴŀƭ 5ƛŦŦŜǊŜƴŎŜǎΣέ tŀǳƭ !ǊǎŜƴŀǳƭǘ ǇǳōƭƛǎƘŜŘ ǘƘŜ 

results of his study that found significant differences among and between generations in how 

they valued various characteristics in leaders such as honesty, determination, and ambition.79 

Differences between leader and follower in values held, such as what Arsenault found, might 

result in different expectations between leader and follower.  Ultimately, at the individual level, 

                                                           
77 The Center for Army Leadership, 2013 Center for Army Leadership Annual Survey of Army Leadership (CASAL): 
Main Findings, April 2014, accessed 27 October, 2014, available at 
http://usacac.army.mil/cac2/CAL/Repository/2013CASALMainFindingsTechnicalReport2014-01.pdf , 50. 
78 Ibid, 51. 
79 tŀǳƭ aΦ !ǊǎŜƴŀǳƭǘΣ ά±ŀƭƛŘŀǘƛƴƎ DŜƴŜǊŀǘƛƻƴŀƭ 5ƛŦŦŜǊŜƴŎŜǎΣέ Leadership & Organizational Development Journal 25, 
no.2 (2004): 134. 

http://usacac.army.mil/cac2/CAL/Repository/2013CASALMainFindingsTechnicalReport2014-01.pdf
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such differences in the prioritization of leader characteristics could result in the interpersonal 

assessment that the other person is untrustworthy. 
 

 

Figure 4.  AC Leader Trust in Immediate Supervisor by Rank as Reported in CASAL (2013) 

     

There are, however, other potential explanations for this pattern of lower level leaders trusting 

and being trusted less.  It is possible that the junior leaders are expected to perform tasks in 

operational settings when deployed that they are not required to perform in garrison and 

during home station training.  It is also possible that the differences in trust levels simply reflect 

a perceived lack of experience of junior leaders.  Due to the importance of trust between junior 

leaders and their subordinatŜǎ ŀƴŘ ǎŜƴƛƻǊǎ ǘƻ ǘƘŜ !ǊƳȅΩǎ ŀōƛƭƛǘȅ ǘƻ ŎƻƴŘǳŎǘ Ƴƛǎǎƛƻƴ ŎƻƳƳŀƴŘΣ 

this paper recommends the following additional essential element analysis to be associated 

with Army Warfighting Challenge # 9: 
 

Recommended New Essential Element of Analysis #1Υ ά²Ƙȅ Řƻ ǘƘŜ !ǊƳȅΩǎ ƧǳƴƛƻǊ ƭŜŀŘŜǊǎ ǘŜƴŘ 

ǘƻ ǘǊǳǎǘ ƭŜǎǎ ŀƴŘ ōŜ ǘǊǳǎǘŜŘ ƭŜǎǎ ǘƘŀƴ ǎŜƴƛƻǊ ƭŜŀŘŜǊǎΚέ  

 

The CASAL ƛǎ ŎǊƛǘƛŎŀƭ ǘƻ ǘƘŜ ƭŜŀŘŜǊǎƘƛǇΩǎ ŀōƛƭƛǘȅ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ǘƘŜ ŎǳǊǊŜƴǘ ǎǘŀǘǳǎ ƻŦ ǘƘŜ ƘǳƳŀƴ 

dimension within the Army. It provides answers to many important organizational questions 

regarding leadership in the Army.  In some cases, however, its value is in providing the 

information required to know what questions should be asked. The distribution of those 

leaders reporting that they have only moderate, low, or very low levels of trust in their 

immediate superior is one such area. 
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Currently, in order to safeguard the anonymity of the respondents, the CASAL does not collect 

unit information from the respondents. Without this information, it is impossible to know the 

distribution of the roughly 32% of the respondents who reported that they have moderate, low, 

or very low trust in their immediate superior.  It is possible that these sentiments are 

distributed throughout the Army in a relatively uniform manner, with each unit having a 

percentage of Soldiers that do not trust their leaders. However, it is also possible that the 

ŘŜƎǊŜŜ ǘƻ ǿƘƛŎƘ ƭŜŀŘŜǊǎ ŀǊŜ ǘǊǳǎǘŜŘ ōȅ ǘƘŜƛǊ ǎǳōƻǊŘƛƴŀǘŜǎ ƛǎ ƭŀǊƎŜƭȅ ŀ ǊŜǎǳƭǘ ƻŦ ǘƘŜ ƭŜŀŘŜǊǎΩ 

behavior, resulting in a wide variance between different uƴƛǘǎΩ ǾŜǊǘƛŎŀƭ ǘǊǳǎǘ ƭŜǾŜƭǎΦ   
 

 

Figure 5. AC Leaders Levels of Trust in Subordinates, Peers, Immediate Superior and Superior 2 Levels 
Higher from 2013 CASAL 

Figure 6 depicts the two different hypothetical distributions.  In order to design effective 

initiatives to increase vertical trust in the Army, it is important to understand how trust is 

currently distributed throughout the Army. 

Another assessment initiative currently being used in the Army is the enhanced command 

climate survey program. Implemented at the end of 2013, the program mandates that 

commanders use the Defense Equal Opportunity Management Institute Organizational Climate 

{ǳǊǾŜȅ ό59h/{ύ ǘƻ ŀǎǎŜǎǎ ǘƘŜƛǊ ǳƴƛǘΩǎ ƻǊƎŀƴƛȊŀǘƛƻƴŀƭ ŎƭƛƳŀǘŜ ǿƛǘƘƛƴ ол Řŀȅǎ ƻŦ ŀǎǎǳƳƛƴƎ 

command, and periodically thereafter.  The DEOCS has a few items that directly or indirectly 
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assess trust in the unit, such as: 

 

14. άaŜƳōŜǊǎ ǘǊǳǎǘ ŜŀŎƘ ƻǘƘŜǊΦέ 

16. άL ǘǊǳǎǘ ǘƘŀǘ Ƴȅ ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ ƭŜŀŘŜǊǎƘƛǇ ǿƛƭƭ ǘǊŜŀǘ ƳŜ ŦŀƛǊƭȅΦέ 

30. άwŜƭŜǾŀƴǘ Ƨƻō ƛƴŦƻǊƳŀǘƛƻƴ ƛǎ ǎƘŀǊŜŘ ŀƳƻƴƎ ƳŜƳōŜǊǎΦέ 

32. άL ǘǊǳǎǘ ǘƘŀǘ Ƴȅ ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ ƭŜŀŘŜǊǎƘƛǇ ǿƛƭƭ ǊŜǇǊŜǎŜƴǘ Ƴȅ ōŜǎǘ ƛƴǘŜǊŜǎǘǎΦέ !ƴŘ 

39. άL ǘǊǳǎǘ ǘƘŀǘ Ƴȅ ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ ƭŜŀŘŜǊǎƘƛǇ ǿƛƭƭ ǎǳǇǇƻǊǘ Ƴȅ ŎŀǊŜŜǊ ŀŘǾŀƴŎŜƳŜƴǘΦέ 

 

LǘŜƳǎ мсΣ онΣ ŀƴŘ оф ǊŜŦŜǊ ǘƻ ǘƘŜ ǳƴƛǘ ƭŜŀŘŜǊǎƘƛǇΩǎ ǇŜǊŎŜƛǾŜŘ ƛƴǘŜƎǊƛǘȅ ŀƴŘ ōenevolence, and 

could be aggregated by unit and used to assess the vertical trust level within the unit.  

Additionally, due to the existing requirement for commanders to conduct command climate 

surveys periodically, they could be used to see the dynamic aspect of trust within a unit.  This is 

important because trust is not static, but rather tends to develop or erode over time.  If 

modified, the DEOCS could be used to gain a depth of understanding of the existing vertical 

trust distribution that would facilitate effective organizational actions in the forms of personnel 

screening and assignment policies, training, and education programs.   

Therefore, this paper recommends the following essential elements of analysis to be associated 

with the learning demands supporting Army Warfighting Challenge #9: 
 

Recommended New Essential Element of Analysis ІнΥ ά²hy do the estimated 32% of Army 

officers that have only moderate, low, or very low trust for their immediate supervisor feel 

that wayΚέ 

 

Recommended New Essential Element of Analysis ІоΥ άWhat is the distribution by unit of the 

estimated 32% of Army officers that have only moderate, low, or very low trust for their 

ƛƳƳŜŘƛŀǘŜ ǎǳǇŜǊǾƛǎƻǊΚέ 
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Figure 6. Hypothetical Distributions of Trust Perceptions Aggregated by Unit 

An additional aspect of assessment involves the assessment and feedback loops utilized by 

leaders to reflect on unit and individual performance during training events. Although not fully 

implemented, the Center for Army Leadership (CAL) has developed ŎƻŀŎƘŜǎΩ cards to assist the 

observers at the Combat Training Centers (CTC) in their role of assessing and coaching.  These 

cards are reflect the leadership doctrine published in ADRP 6-22 include a section for assessing 

the leadership core competency of Builds Trust (See Figure 7).  Having the exercise observers, 

who are in a position to observe the Soldier-leader interaction throughout the training, 

providing feedback and coaching to the Army leaders could be a very effective method for 

helping leaders develop their trust-building skills. However, for it to be effective, leaders and 

coaches alike will need to have an informed and shared understanding of the specific leader 

behaviors that constitute each of these actions (e.g. assesses factors or conditions that promote 

or hinder trust) and how to measure each.   

 

Army Trust Initiatives ς Education 
 

The Army currently teaches classes on trust and trust development to leaders at different 

levels.  For example, leaders attending the School of Command Preparation (SCP), receive 

specific classes in how to earn and maintain trust, as well as how trust is lost. The classes are 

interactive, and include vignettes from recent operations to provide the context for the 

theories and principles discussed.  The SCP curriculum on trust features courseware based upon 

{ǘŜǇƘŜƴ /ƻǾŜȅΩǎ ǿƻǊƪ ŀƴŘ ǘƘŜ /ŜƴǘŜǊ ŦƻǊ ǘƘŜ !ǊƳȅ tǊƻŦŜǎǎƛƻƴ ŀƴŘ 9ǘƘƛŎ ό/!t9ύ ǾƛŘŜƻ ŜƴǘƛǘƭŜŘΣ 
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ά¢Ǌǳǎǘ ƛǎ ƻǳǊ .ŜŘǊƻŎƪέ ƛƴ ǘƘŜƛǊ ŎǳǊǊƛŎǳƭǳƳΦ  !ƭǘƘƻǳƎƘ ǘƘŜ ŎƻǳǊǎŜΩǎ Ƴŀƛƴ ŦƻŎǳǎ ƛǎ ƻƴ 

ŎƻƴǎƛŘŜǊŀǘƛƻƴǎ ŀƴŘ ƳŜǘƘƻŘǎ ǘƻ ƛƴŎǊŜŀǎŜ ǘǊǳǎǘ ŀƴŘ ƛƴŦƭǳŜƴŎŜ ōȅ ƛƴŎǊŜŀǎƛƴƎ ǘƘŜ ƭŜŀŘŜǊΩǎ ǇŜǊŎŜƛǾŜŘ 

ǘǊǳǎǘǿƻǊǘƘƛƴŜǎǎΣ ƛǘ ŀƭǎƻ ŎƻǾŜǊǎ ǘƘŜ ƭŜŀŘŜǊǎΩ ƴŜŜŘǎ ǘƻ ŜȄǘŜƴŘ ǘǊǳǎǘ ǘƻ ǘƘŜƛǊ ǎǳōƻǊŘƛƴŀǘŜǎΦ  

     The Center for the Army Profession and Ethic (CAPE) has also developed courseware 

pertaining to trust. Their courseware is available online, and can be downloaded and taught at 

the unit level. They are placing an emphasis on trust and they designated trust the focus of 

ǘƘŜƛǊ ά!ƳŜǊƛŎŀΩǎ !ǊƳȅ ς hǳǊ tǊƻŦŜǎǎƛƻƴέ 9ŘǳŎŀǘƛƻƴ ŀƴŘ ¢ǊŀƛƴƛƴƎ tǊƻƎǊŀƳ ŦƻǊ ǘƘŜ пth quarter of 

the previous year. 

 

Army Trust Initiatives ς Training 
 

Training plays a critical role in the development of trust. Through training, leaders at all levels 

gain and demonstrate proficiency that earns the trust that is required for cohesion and unit 

effectiveness on operations.80  Training provides the opportunity for trust to be incrementally 

earned, upheld, and increased.  This is especially important as a platform for leaders to 

empower and trust subordinate leaders to make decisions and learn, in an environment 

conducive to coaching, mentoring, and leader development.81  So although trust is rarely the 

primary training objective, it can be an important by-product of realistic, challenging training.  

 

Training is also important in the ŘŜǾŜƭƻǇƳŜƴǘ ƻŦ ǘƘŜ άǎǿƛŦǘ ǘǊǳǎǘέ ǘƘŀǘ enables some highly 

specialized, temporary groups to perform as if they have been working together for a long 

period of time.82 The keys to the development of swift trust include: 

¶ ! ǎǇŜŎƛŀƭƛȊŜŘ ƭŀōƻǊ Ǉƻƻƭ ƛƴ ǿƘƛŎƘ ƻƴŜΩǎ ǇǊƻŦŜǎǎƛƻƴŀƭ ǊŜǇǳǘŀǘƛƻƴ ƛǎ ƛƳǇƻǊǘŀƴǘ ŦƻǊ ǘƘŜ 

attainment of desired individual outcomes.  This creates an expectation that fellow 

group members will likely perceive a deterrent against poor task performance or 

violations of group interpersonal norms. 

¶ Unambiguous roles and task specificity. All members must know their roles and the 

roles of their fellow members. 

¶ Moderate levels of task interdependence. All memberǎΩ ǘŀƭŜƴǘǎ ŀǊŜ ǊŜǉǳƛǊŜŘ ŀƴŘ ǾŀƭǳŜŘΣ 

but individual members can perform their individual roles with moderate levels of 

dependence on fellow members. 

¶ Individual members are credentialed by an organization with standards that are 

recognized to be relevant, demanding and enforced.  This enables members to trust the 

ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ quality control process before they have had opportunity to assess the 

ABI of individual teammates.83 

                                                           
80 Sweeney, ά5ƻ {ƻƭŘƛŜǊǎ wŜŜǾŀƭǳŀǘŜ ¢Ǌǳǎǘ ƛƴ ¢ƘŜƛǊ [ŜŀŘŜǊǎ tǊƛƻǊ ǘƻ /ƻƳōŀǘ hǇŜǊŀǘƛƻƴǎΣέ S81-S86. 
81 The design of challenging and realistic training environments that facilitate the empowerment and development 
of subordinate leaders is even more important when considering the results of the 2013 CASAL that show that 
developing others continues to be the leader competency most needing improvement. 
82 Ibid, 167. 
83 Ibid, 180-183. 
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Realistic and challenging training, with demanding and enforced standards, is critical to the 

development of the organizational reputations that enable the formation of swift trust.84 As the 

Army implements a more expeditionary stance in accordance with the 2014 Army Operating 

Concept there will likely be a greater need for swift trust. 85  

 

 

Army Trust Initiatives - Research and Experimentation 
 

There is currently a significant number of research studies that involve trust underway in the 

Army. The Army Research Institute (ARI) and the Army Research LaboratoryΩǎ IǳƳŀƴ wŜǎŜŀǊŎƘ 

and Engineering Directorate (ARL HRED) are both conducting and sponsoring research into 

interpersonal trust. Anna Cianciolo and Arwen DeCostanza conducted research to develop and 

validate a conceptual model of the development of interpersonal trust in distributed teams, 

seeking to identify behavioral indicators of trust.86  These behavioral indicators of trust are 

being incorporated into an assessment system for real-time, automatic metrics of unit 

dynamics including trust that can facilitate Army leadersΩ ŜŦŦƻǊǘǎ ƛƴ ǇŜǊŦƻǊƳƛƴƎ expected trust-

related assessments (e.g. assess factors or conditions that promote of hinder trust), as well as 

continually monitor and improve unit dynamics involving trust.  ARI is also conducting research 

in order to develop training modules that cover how units can better develop swift trust. This 

concept stands to be increasingly important as the Army implements the Army Operating 

Concept 2020-2040. This highlights the importance of this type of research to the Army, and the 

degree to which the functions of assessment, training, education, and research & 

experimentation are all interrelated.  

 

                                                           
84 5ŜōǊŀ aŜȅŜǊǎƻƴΣ YŀǊƭ 9Φ ²ŜƛŎƪΣ ŀƴŘ wƻŘŜǊƛŎƪ aΦ YǊŀƳŜǊΣ ά{ǿƛŦǘ ¢Ǌǳǎǘ ŀƴŘ ¢ŜƳǇƻǊŀǊȅ DǊƻǳǇǎΣ ά Lƴ wƻŘŜǊƛŎƪ 
Kramer and Tom R. Tyler (eds.), Trust in Organizations (Thousand Oaks, CA: Sage Publications, 1996): 169. 
85 Training and Doctrine Command, TRADOC Pam 525-3-1, Army Operating Concept, 17. 
86  !ƴƴŀ ¢Φ /ƛŀƴŎƛƻƭƻ ŀƴŘ !ǊǿŜƴ IΦ 5Ŝ/ƻǎǘŀƴȊŀΣ ά!ǎǎŜǎǎƛƴƎ LƴǘŜǊǇŜǊǎƻƴŀƭ ¢Ǌǳǎǘ ƛƴ bŜǘǿƻǊƪŜŘ ¢ŜŀƳǎΣέ Technical 
Report 1309. United States Army Research Institute for the Behavioral and Social Sciences, July 2012, v. 
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Figure 7. Except from Leadership Actions Feedback Guide (DRAFT). 

 

External Trust Initiatives ς Education & Training 
 

The Army is certainly not alone in its need for, and interest in, building trust between leaders 

and followers.  Studies have found trust between leaders and followers to be significantly 

correlated to organization effectiveness in businesses and team performance (winning) in NCAA 

basketball teams.87 In his Forbes article, The Most Valuable Business Commodity: Trust, David K. 

Williams said of trustΣ άLǘ ƛǎ ǘƘŜ ǊŜƭŀǘƛƻƴǎƘƛǇǎ ǿŜ ŦƻǊƎŜτand the trust we createτthat matters 

Ƴƻǎǘ ǘƻ ƻǳǊ ǎǳŎŎŜǎǎ ŀǘ ǘƘŜ ŜƴŘ ƻŦ ǘƘŜ ŘŀȅΦέ88 As important as trust is to business, it is 

unsurprising that there are many individuals and organizations that provide education and 

consultation services.  Following the review of the trust literature, the author selected three 

such for-profit entities to review based upon their apparent utility and applicability to the 

Army. 

                                                           
87 YǳǊǘ ¢Φ 5ƛǊƪǎΣ ά¢Ǌǳǎǘ ƛƴ [ŜŀŘŜǊǎƘƛǇ ŀƴŘ ¢ŜŀƳ tŜǊŦƻǊƳŀƴŎŜΥ 9ǾƛŘŜƴŎŜ ŦǊƻƳ b/!! .ŀǎƪŜǘōŀƭƭΣ Journal of Applied 
Psychology, 85 no.6 (2000): 1004. 
88 5ŀǾƛŘ YΦ ²ƛƭƭƛŀƳǎΣ ά¢ƘŜ aƻǎǘ ±ŀƭǳŀōƭŜ .ǳǎƛƴŜǎǎ /ƻƳƳƻŘƛǘȅΥ ¢ǊǳǎǘέΣ Forbes online 
http://www.forbes.com/sites/davidkwilliams/2013/06/20/the-most-valuable-business-commodity-trust/ (20 June 
2013) Accessed 12 December, 2014. 

http://www.forbes.com/sites/davidkwilliams/2013/06/20/the-most-valuable-business-commodity-trust/
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N.C. State GEN H. Hugh Shelton Leadership Center, Poole College of Management: This team 

has the capability to design and deliver educational programs and seminars tailored to the 

ŎƭƛŜƴǘΩǎ ƴŜŜŘǎ.  Among their list of past and current courses are the Department of Defense 

Joint Executive Management Program, and the Defense Manpower Data Center (DMDC) 

Strategic Leadership Course. 

Their team has genuine experts in the field, including Dr. Roger C. Mayer, author of numerous 

ǎŎƘƻƭŀǊƭȅ ŀǊǘƛŎƭŜǎ ƻƴ ǘǊǳǎǘΣ ƛƴŎƭǳŘƛƴƎ ά!ƴ ƛƴǘŜƎǊŀǘƛǾŜ ƳƻŘŜƭ ƻŦ ƻǊƎŀƴƛȊŀǘƛƻƴŀƭ ǘǊǳǎǘΥ tŀǎǘΣ ǇǊŜǎŜƴǘΣ 

ŀƴŘ ŦǳǘǳǊŜΣέ ŀƴŘ ά¢ƘŜ ŜŦŦŜŎǘǎ ƻŦ ŎƘŀƴƎƛƴƎ ǇƻǿŜǊ ŀƴŘ ƛƴŦƭǳŜƴŎŜ ǘŀŎǘƛŎǎ ƻƴ ǘǊǳǎǘ ƛƴ ǘƘŜ ǎǳǇŜǊǾƛǎƻǊΥ 

A longitudinal fieƭŘ ǎǘǳŘȅΦέ  

 

Sweeney Leadership Development Group: This team specializes in helping organizations 

enhance their leadership capacity, with focus on leader development, building trust, and 

leading change. Although they also possess the capability to design classes and seminars to 

meet client demands, they specialize in offering an Enhancing Trust and Building Teams 

Workshop, Leading Organizational Change Workshop, and Leader Development Workshops and 

Consulting.  Led by Dr. Patrick J. Sweeney, Director of Leadership, Character & Business Ethics 

Initiatives at Wake Forest University and ŀǳǘƘƻǊ ƻŦΣ ά5ƻ {ƻƭŘƛŜǊǎ wŜŜǾŀƭǳŀǘŜ ¢Ǌǳǎǘ ƛƴ ¢ƘŜƛǊ 

[ŜŀŘŜǊǎ tǊƛƻǊ ǘƻ /ƻƳōŀǘ hǇŜǊŀǘƛƻƴǎΣέ ŀƴŘ ά¢Ǌǳǎǘ ŀƴŘ LƴŦƭǳŜƴŎŜ ƛƴ /ƻƳōŀǘΥ !ƴ LƴǘŜǊŘŜǇŜƴŘŜƴŎŜ 

Model," this team also has expertise in trust, especially as it applies to the military.   
 

The Consortium for Trustworthy Organizations: This team specializes in providing consulting 

services to assist organizations  assess their current trust needs, existing trust levels, and 

designing ways to build and reinforce trust in relationships. This team is led by Dr. Robert F. 

Hurley, ǇǊƻŦŜǎǎƻǊ ŀǘ CƻǊŘƘŀƳ ¦ƴƛǾŜǊǎƛǘȅΩǎ DǊŀŘǳŀǘŜ {ŎƘƻƻƭ ƻŦ .ǳǎƛƴŜǎǎΣ ŀƴŘ ŀǳǘƘƻǊ ƻŦΣ ά¢ƘŜ 

Decision to Trust: How Leaders Create High-¢Ǌǳǎǘ hǊƎŀƴƛȊŀǘƛƻƴǎΦέ 5ǊΦ IǳǊƭŜȅΩǎ 5ŜŎision to Trust 

Model (DTM), shown in Figure 6, is a tool that enables leaders to assess, for a given 

relationship, where the conditions and factors favor the development of trust, and where the 

existing conditions do not.89  Through the identification of conditions that are conducive to the 

development of trust and those that hinder trust development, this tool can enable 

commanders to gain better situational awareness and take informed action to build trust and 

minimize risk.   

                                                           
89 Hurley, The Decision to Trust: How Leaders Create High-Trust Organizations, 24-137. 
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Figure 7. Bob Hurley's Decision to Trust Model, 2012. 

 

{ǘŜǇƘŜƴ aΦ wΦ /ƻǾŜȅΩǎ мо ¢Ǌǳǎǘ .ŜƘŀǾƛƻǊǎ: Lƴ Ƙƛǎ ōƻƻƪΣ ά¢ƘŜ {ǇŜŜŘ ƻŦ ¢ǊǳǎǘΥ ¢ƘŜ hƴŜ ¢ƘƛƴƎ ¢Ƙŀǘ 

/ƘŀƴƎŜǎ 9ǾŜǊȅǘƘƛƴƎΣέ /ƻǾŜȅ ƭƛǎǘǎ мо character and competence behaviors that he asserts build 

trust (see Table 2).90  A 2012 study conducted at the Tank-Automotive and Armaments 

Command Life Cycle Management Command (TACOM) at Warren, Michigan found that 

employees perceived by their colleagues and managers as demonstrating these behaviors also 

tended to be more trusted.91 That same study also found that individuals tended to feel that 

they valued these behaviors differently than did their organization.  A tool using these 

behaviors might prove useful in assisting leaders reflect on their efforts and results at building 

trust within their units, as well as assisting them in developing their subordinate leaders and 

increasing their abilities to build trust with their subordinates.  This tool might also be useful in 

                                                           
90 Stephen M.R. Covey. The Speed of Trust: The One Thing that Changes Everything (New York: Free Press, 2006): 
127-229. 
91Anthony DesmondΦ ά¦ƴŘŜǊǎǘŀƴŘƛƴƎ !ƭƛƎƴƳŜƴǘ ƻŦ ¢Ǌǳǎǘ .ŜƘŀǾƛƻǊǎ ŀƴŘ ¢ƘŜƛǊ 9ŦŦŜŎǘ ƻƴ Organizational Trust at the 

Tank-!ǳǘƻƳƻǘƛǾŜ ŀƴŘ !ǊƳŀƳŜƴǘǎ /ƻƳƳŀƴŘ [ƛŦŜ /ȅŎƭŜ aŀƴŀƎŜƳŜƴǘ ό¢!/ha [/a/ύέ aŀǎǘŜǊΩǎ ¢ƘŜǎƛǎ όнлмоύ: 1. 
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assisting leaders at all levels provide specific and meaningful feedback to seniors, peers, and 

subordinates when participating in 360 feedback sessions. 

 

External Trust Initiatives ς Assessment / Research  
 

As discussed earlier in the paper, mutual trust 

between leaders and followers entails that the 

two parties trust one another, with subordinates 

trusting their leaders and the leaders trusting 

their subordinates.  Interestingly, however, 

while many studies on trust have examined 

subordinatesΩ trust in their leaders, very few 

have studied whether and how subordinates 

respond to feeling trusted by their leaders.    
 

One study that did so was {ŀōǊƛƴŀ 5Φ {ŀƭŀƳƻƴΩǎ 

ǎǘǳŘȅ ƭƛƴƪƛƴƎ ǎǳōƻǊŘƛƴŀǘŜǎΩ ŎƻƭƭŜŎǘƛǾŜ ŦŜƭǘ ǘǊǳǎǘ 

(CFT) to organizational outcomes.92 {ŀƭŀƳƻƴΩǎ  

field study, which surveyed around 4,000 

employees working  in 88 separate locations of a 

major retail business in Canada, found that the 

degree to which the employees of a store 

collectively felt that their managers trusted 

them (CFT) was correlated with their 

responsibility norms (the degree that they individually accepted responsibility for 

organizational outcomes).  Further, individual store CFT levels predicted organizational 

outcomes ς stores where the employees felt trusted enjoyed higher customer survey ratings 

and higher profits.93  It is noteworthy that, through cross-lagged panel analyses Salamon 

identified that CFT led to the organizational outcomes and not vice versa.   

 

The theoretical explanation for this finding is that when the employees felt responsible for the 

ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ ǎǳŎŎŜǎǎΣ ǘƘŜȅ ǿƻǳƭŘ ŘŜƳƻƴǎǘǊŀǘŜ ƛƴƛǘƛŀǘƛǾŜǎ ŀƴŘ ǘŀƪŜ ŀŎǘƛƻƴ ƻƴ ǘƘŜƛǊ ƻǿƴ ǘƻ ǎƻƭǾŜ 

ƻǊ ǇǊŜǾŜƴǘ ǇǊƻōƭŜƳǎ ƛƴǎǘŜŀŘ ƻŦ ǿŀƛǘƛƴƎ ƻƴ ŀ ƳŀƴƎŜǊΩǎ ŘƛǊŜŎǘƛƻƴΦ ¢Ƙƛǎ ōŜƘŀǾƛƻǊ ς understanding 

the organizatƛƻƴΩǎ ǇǳǊǇƻǎŜ ŀƴŘ ƻōƧŜŎǘƛǾŜǎΣ ŀƴŘ ǘŀƪƛƴƎ ƛƴŘŜǇŜƴŘŜƴǘ ŀŎǘƛƻƴ ǘƻ ōǊƛƴƎ ƛǘ ŀōƻǳǘ 

without requiring direct command, is the very behavior the Army seeks from its Soldiers and 

ƭŜŀŘŜǊǎ ƻŦ ŀƭƭ ǊŀƴƪǎΦ aƻǊŜƻǾŜǊΣ ǘƘŜ ŦƛƴŘƛƴƎ ǘƘŀǘ ŜƳǇƭƻȅŜŜǎΩ ŎƻƭƭŜŎǘƛǾŜ ŦŜƭǘ ǘǊǳǎǘ ƭŜǾŜls varied 

across the different locations although all 88 locations were of the same chain, operating under 

                                                           
92 {ŀōǊƛƴŀ 5Φ {ŀƭŀƳƻƴΣ ά¢Ǌǳǎǘ ¢Ƙŀǘ .ƛƴŘǎΥ ¢ƘŜ LƳǇŀŎǘ ƻŦ /ƻƭƭŜŎǘƛǾŜ CŜƭǘ ¢Ǌǳǎǘ ƻƴ hǊƎŀƴƛȊŀǘƛƻƴŀƭ tŜǊŦƻǊƳŀƴŎŜΣέ 
Journal of Applied Psychology, 93 no.3 (2008): 593. 
93 Ibid, 597-599. 

Table 3. Covey's 13 Trust Behaviors (Stephen 
M.R. Covey. The Speed of Trust: The One Thing 
that Changes Everything. New York:  
Free Press, 2006.) 
  


