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Being a Guardians  
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 Is it inevitable that trust is lost during 
downsizing? 

 Change and its impact  

 What is trust?  
 How is it built? 
 Challenges of trust in the public sector 

 Key trust relationships Hope-Hailey et al 2012 

Trust in Leaders Trust in the Organisation 

Trust in the Line Manager 
Trust in External 

Relations 

Trust in each 
other 
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Why trust is more difficult in public 

sector organisations 

Organisation 
as institution 

Staff 

Stake- 
holders 

Customer
/ 

service 
users 

Sen 
Manager 

Organisation 
as institution 

Customer
/ 

service 
users 

Stake- 
holders 

Staff 

Sen 
Manager 

Centre for Trust, Peace & Social Relations 

harm 

challenge benefit 

threat 
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Handling change & trust Searle et al 15 
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Comparing managers & staff Searle et al 15 

Centre for Trust, Peace & Social Relations 

harm 

challenge benefit 

threat 

staff - hopeful  

staff - frustrated  

mang – frustrated 

staff - exhilaration  

mang – disappointed 

staff – disappointed 
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Where has all the trust gone? Hope-Hailey et al 2012,  
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WHAT IS TRUST? 
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What is trust? 

Trust is a ‘willingness to be vulnerable to 
the actions of another party based on the 
positive expectations that the other will 
act beneficially, or at least not inflict 
harm, irrespective of any monitoring or 
control mechanism’ (Mayer et al, 1995; Rousseau et al, 1998) 

 

 

Vulnerability 

Confidence  Risk  
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Trust in essence....... 
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Why does trust matter? Searle 2013 
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Edelman  Trust barometer 2011 
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51 inspectors 

HOW IS TRUST BUILT? 
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Trust = trustworthiness  
(Colquitt et al 2012; Searle et al 2014, 2015) 

Cognitive- based - 
Track record/ Reputation –  

Dependability, 

Reliability,  

Professionalism. 

Affect-based  

Emotional investment,  

Genuine care & concern, 

 Awareness of reciprocated sentiments 
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Centre for Trust, Peace & Social Relations 

Understanding trust in org 
 

 

 

 

 

 

Org systems  

& practices 

Individuals  

Propensity to trust  

& identity with firm 

Delivery through  

- relationships  

- Top & line mangers 

Collective Experiences –  

trust focus – in/out/about 
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Influencers on trust  Hope-Hailey, Searle & Dietz, 12 

• Trusting is based on experience 

• Downsizing doesn’t have to be trust reducing 
or decrease public service motivation  

• Fair processes matter for current & future 
trust 

• Care and respect matter & build trust 

• Building a trust bank through open 
communication 
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Take homes 
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Trust arrives on foot 

Business School 

 

 

 
 

But leaves on horse back 
Business School 
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What are the trust levels like in your 

organisation? 

Coventry Business School 

 

 
Thank you & any questions  

Rosalind.searle@coventry.ac.uk.... Twitter @profsearle 
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