
Building Trust
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LFTSC Session 3

Between First and Second Chair Leaders and Others
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Much, though not all, of the content of this session

reflects research conducted by Professor Veronica

Hope Hailey, Professor Emeritus of Management

Studies, University of Bath, and Fellow of the

Academy of Social Sciences.

This is my attempt to share some of her findings,

but I‟d signpost her full lecture on YouTube on

which this session is based … this is not mine own

work!:

https://www.youtube.com/watch?v=J6nEZFRLM6o
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https://www.youtube.com/watch?v=J6nEZFRLM6o


Write your name and the role you hold in church on piece of paper. 

However … you must use your non-dominant hand.

If you are ambidextrous, use a foot!
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Left and Right Exercise



Discuss in small groups how you felt doing that.

Q:  What words, what adjectives did you use?

Now, imagine I‟m your manager, and I‟ve decided that as part of a cost cutting exercise 

we are going to abolish the use of all technology.  

There will be no laptops or desk tops, no iPads or tablets, iphones,

and we will go back to doing everything by pen and paper.

But, in all the written work you do, you will now have to use your non-dominant hand.

In small groups again, share your reaction to my decision.

Q:  What were your responses? 4



Change Agents Aiming for Transformation

Church leaders, lay and ordained, are often called „Change Agents‟, and it‟s very easy for us

to intellectualise and theologise about change, about transformation.

Those ideas, that philosophy regarding change is

part of our make-up, our formation, and to a great

extent, it is our raison d'être.

We are constantly changing

because we are a work in 

progress.

What you experienced in that exercise of using your non-dominant hand 

is the very simplest request of you to make a behavioural change,

… yet consider the feelings it evoked.  5



This exercise signposts how people might feel when we, who have the power and

authority of our role as a SCL, ask others to change their behaviour on an everyday or a

Sunday by Sunday basis. Maybe it‟s how you feel, when your FCL asks you to change.

And for many, as we know, change is not easy.

6

In the face of being asked to do something

differently many feel nervous, anxious,

awkward, and de-skilled, newly incompetent,

and some will feel they no longer belong.

Anecdote

Your role as a Second Chair Leader is vital to any process of culture change.



In order to lead people into and through 

challenging times, and times of change,

we need to increase and expand people‟s 

levels of trust in what we are doing 

and in our ability to get them to a place 

they want and feel called to be. 

“Trust makes everything easier 

and its absence makes everything harder.”
Journalist Margaret Hefferman
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What are Your Definitions of Trust:  Over to you ….

An assurance or reliance on 

the character, ability, 

strength, or truth of 

someone or something.

One in which confidence is 

placed. (Merriam & Webster 

Dictionary)

A psychological state comprising the intention to 

accept vulnerability based upon positive 

expectations of the intentions or behaviour of 

another.” (Rousseau, et al., 1998: 395: „Not so different after all: A 

cross discipline view of trust. Academy of Management Review, 23(3))

To believe that someone is 

good and honest and will not 

harm you, or that something is 

safe and reliable.  (Cambridge 

Dictionary)
“Trust means confidence.” 

(Stephen Covey 2006)

Trust is confidence in and/or 

reliance upon another.  (New 

Dictionary of Christian Ethics. Ed J. 

Macquarrie & J. Childress 2013)

“Trust cannot exist where there is absolute control over another, but many acts are mixtures of trust 

and control.  In its broad sense, trust is the expectation that the other will act in accord with his or her 

public presentation of self; in its narrowest sense, it is the expectation that the other will act morally.” 
(New Dictionary of Christian Ethics. Ed J. Macquarrie & J. Childress 2013)

“The moment there is suspicion about a person‟s motives, everything he does becomes tainted.”  Ghandi

“Trust is the willingness to accept 

vulnerability in a risky situation, to take 

action because an individual or organisation 

is asking you, and you fundamentally believe 

they have good intentions towards you.”
(V. Hope Hailey (2020)
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The one thing that changes everything

“There is one thing that is common to every individual, relationship, team, family, organisation, nation, economy, and
civilization throughout the world – one thing, if removed, will destroy the most powerful government, the most
successful business, the most thriving economy, the most influential leadership, the greatest friendship, the strongest
character, the deepest love.

On the other hand, if developed and leveraged, that one thing has the potential to create unparalleled success and
prosperity in every dimension of life. Yet, it is the least understood, most neglected, and most underestimated possibility
of our time. That one thing is trust.

Trust impacts us 24/7, 365 days a year. It undergirds and affects the quality of every relationship, every communication,
every work project, every business venture, every effort in which we are engaged. It changes the quality of every present
moment and alters the trajectory and outcome of every future moment of our lives – both personally and professionally.

Contrary to what most people believe, trust is not some soft, illusive quality that you either
have or you don’t; rather, trust is a pragmatic, tangible, actionable asset that you can create …
While corporate scandals, terrorist threats, office politics, and broken relationships have created
low trust on almost every front, I contend that the ability to establish, grow, extend, and restore
trust is not only vital to our personal and inter-personal wellbeing, it is the key leadership
competency of the new global economy.” Stephen MR Covey (2006).
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What daily acts of trust do you take?  

Internet banking.
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However, Trust is currently in short supply

Organisational, institutional, and celebrity scandals have rocked public trust, 

… and the Church is not immune from a loss of public confidence 

in what it stands for and what it does.  

We have all, in some way, been affected/infected

by the „contagion‟ of disgraceful and shameful behaviour 

of people with some degree of power and authority.
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Trust comes on foot, 

but leaves on horseback.  

It takes years to build and seconds to break.

In times of crisis, you can‟t buy trust.  

It‟s something that can only be created over time and by people in relationship.
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Ability Benevolence Integrity Predictability
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The Four Drivers of Trustworthiness in Leaders 
(Dietz and Den Hartog 2005)

Research has shown that people judge whether they trust an organisation or an individual leader on the following

Are you seen as

able and competent,

appropriately

skilled and gifted to

fulfil your duties?

Are you seen as

being entirely self-

serving, or are you

thought to be

approachable, and

concerned about

others?

Is there a visible

moral and ethical

code by which you

work and interact

with others?

Do you walk the talk,

and consistently exhibit

positive characteristics

– day in, day out? Do

you have a good track

record; do others know

what you‟ll do next?



“The core elements we use in deciding whom to trust are: 

ability and competence, benevolence, and integrity. 

We place our trust in those who display these qualities 

on a reliable, long-term basis such that they become 

predictable.” (Mayer et al 1995, Dietz and Den Hartog 2006, in Hope Hailey 2020). 

“If we think about the key elements of trust – ability and competence, benevolence,

integrity, and the honesty, consistency and predictability with which leaders live up to

expectations – it is clear that they are also the qualities that drive responsible businesses.”
(Hope Hailey 2020).
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How does the Church measure up in this respect?  

How do we, as SCLs, measure up?



Leaders should 

work on creating 

high levels of trust, 

and banking it in a 

„Trust Fund‟.

It will be helpful in 

times of crisis of 

confidence.

Trust in the Leader Energy and enthusiasm

The levels of joy in the workConfidence in the direction of travel

High Trust

Levels enable

effective work 

even if other 

commodities run 

low.

High trust 

levels will 

maintain 

positivity and 

keep things 

moving, even 

when other 

elements are 

in short 

supply.

15



God Trusts Us

The Legend of St. Michael

16We are God‟s Plan A.

There is no plan B!

The Disciples Trusted Jesus

The Miraculous Catch Luke 5:v5

Simon said, “Master, we have worked all

night long but have caught nothing. Yet if

you say so, I will let down the nets.”
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1. Be a servant leader – serve the community throughout any change process.  

Be seen an enabler, not as a „L'Oréal‟ leader, i.e. one who says, „Be glad you‟ve got me, 

because I‟m worth it, folks!‟  Come with solutions, not criticisms.

2. Kill the spin – be honest in your communications, 

speaking unpleasant truths rather than

comforting lies, and manage expectations –

change can bring evolution not revolution.

3. Be visible – so you can be judged by your behaviour, not just the words people may read 

or hear about through others. 

4. Be relational – and be accountable – people can take apologies better than they take the 

discovery of a cover-up.  Being appropriately vulnerable helps create equality: „Oh, thank 

goodness … she/he is swimming against the same tide as the rest of us!‟

Key Elements in Building up the Trust Fund
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• Have you / how might you created and retain a fund of trust? 

• What do your Church leaders or your leadership team need to do to raise trust levels to 

enable movement to further flourishing?

• Where does the general public‟s confidence in the church (still) rest?

• Where is the greatest deficit of trust in the institution in which we serve?

• What actions are needed to raise the trust levels, and from whom? 

(„Answers on a postcard please to ….‟)
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Group Discussion:



Behaving Consistently: Over time and in situations to increase predictability 

Behavioural integrity: Consistency between words and deeds, or „walking the talk‟.  

People can take apology … not cover up.

Sharing/delegating ‘control’: Consulting the team, making decisions together as appropriate 

Communicating: Giving accurate information, explaining decisions, being open,

communicating a collective vision and exhibiting shared values 

Demonstrating concern: Showing consideration, acting in a way that protects individuals

within the community – those who agree with the vision and

mission, and those who don‟t – being curious, asking those who

disagree „why?‟, what‟s their take on things, and valuing

everyone‟s contribution 

Trustworthy Leaders Show
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Holy
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Patrick Lencioni speaks of the Five Dysfunctions of a Team
where EVERYTHING is based on TRUST 
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Low Trust

A team with trust in short supply will ...

• conceal weakness and mistakes

• fail to ask for help or provide

constructive feedback

• hold grudges

• jump to conclusions about the

intentions of others

• fail to recognise and use one

another‟s skills

• avoid spending time together

High Trust

A trusting team will ...

• feel safe to admit weaknesses/mistakes

• ask for help and cooperate with each other

• share information and wisdom

• have increased engagement, commitment,

empowerment

• be more inclusive

• give each other the benefit of the doubt

• take risks offering feedback and assistance

• offer and accept apologies

• look forward to meeting and working together
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Assume the best about the people 

with whom you work.

People are rarely difficult for the sake of it. 

Put yourself in their shoes 

and approach issues with their

point of view in mind.

Be a part of the solution 

rather than creating anxiety 

which tends to create more havoc. 

Develop and Nurture a Nature of Grace

“I know my life is better when 

I work from the assumption 

that everyone is doing the 

best they can.” –
Brené Brown, Dare to Lead
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Key learnings from Veronica Hope Hailey‟s Research

When she viewed companies who had achieved high levels of trust in their workforce, 

even when they were managing negative change, (e.g. major cut backs), 

she found they all shared the following:

1. They‟d been proactive in Engaging with the past

2. They were focussed on Building a future of trust 

3. This was done by Bridging the past and future 

“Honouring your past without worshipping it is crucial to the creation of a trust narrative for a church.” Sims 2016

These, alongside leaders being human, personal, and relational, all made a profound difference to the Trust Fund 

with which these organisations worked.  

What does this say in regard to church leadership in this time of great change,

taking into account BLM, Climate Change, Living in Love and Faith conversations, Time to Change Together,

and our emergence from a pandemic?
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Building Interpersonal Trust

“When we have a significant relationship with another person or an organisation, we may be

willing to intertwine our stories with theirs. We will be reluctant to do this with people or

organisations that we do not trust. A long term relationship is the result of people committing

themselves to intertwining their stories together; my story is now bound up with yours, and what

happens to you will affect my story too. The same is true for any organisation that we care

about; what happens to it matters to us because it is part of our story.” (Sims 2016 p 22)

“But the intertwining of stories involves foregoing some autonomy in your relationship with your

own story as well as the excitement of your story being enlivened by its entanglement with

another‟s story. … We will not be willing to trust others without some knowledge and

understanding of their story. As we understand more of their story, so we are more

willing to tell them more of our story, and this trading of stories is a virtuous circle that

builds interpersonal trust. In revealing their story of themselves to each other, people put

themselves at each other‟s mercy, … Healthy power in organisations, like healthy love and

healthy faith, comes from the voluntary intertwining of stories. (Sims 2016 p 22/23)
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Here are 10 behaviours that demonstrate trust at 

work.  How many are part of your operating style?

1. You influence more by your actions than your

words. There is an alignment between your

words and actions.

2. You are self-aware. You recognize the impact of

your beliefs and actions on others and are tuned

into others' needs, strengths, and perspectives.

3. You give trust first. You realize authentic trust

evolves incrementally over time, and the way to

start or rebuild trust is to give it.

4. You use trust elevating communication

techniques – you listen to others, and you „own‟

the messages you convey, and own up to your

mistakes.

5. You bring the best of who you are to your

work. You operate with characteristics like

kindness, compassion, love, tolerance, trust, and

integrity.

6. You want the best for others. You aren't playing a

game where only one or two people win and

the rest don‟t. You help to make things better for

everyone.

7. You tell considered stories. You understand the

stories you tell at work are impactful and choose

stories that positively influence the culture and those

in it.

8. You operate with dependable politics, getting things

done the "right" way, with ethics, integrity, and

positive intention that builds relationships.

9. You collaborate, cooperate, consider, and

contribute. You value relationships and build lasting

ones not only with what you do, but how you do it.

10. You demonstrate competence as your starting

point. You do what you say you can and will do, you

do it well, and you enable others along the way.

From Psychology Today:  Nan S. Russell (2012)
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When we don‟t build trust or lose trust we often find conflict



“If we had a fraction of the faith in you

that you have in us,

then this world would be transformed, Lord.

If we showed a fraction of the love

that you show to us,

then this world would be transformed, Lord.

If we possessed a fraction of the patience

that you display with us,

then this world would be transformed, Lord.

If we shared just a portion of the blessings

that we have received from you,

then this world would be transformed, Lord.

If we showed as much trust in each other

as you God have shown in us,

then this world would be transformed.

If we claimed just a fraction of the power

You promised to your Church,

then this world would be transformed, Lord.

Transform us first, Lord,

that we might transform this world

through your love, trust, and power. Amen.
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Questions for Discussion or Personal Reflection:

• Do you emphasise/favour one of the four Pillars (Ability, Benevolence, Integrity, and 

Predictability), more than another in your practice of leadership? 

• You are also followers.  Are you benevolent towards those who lead you?

Do you assume the best of your leaders?  Are you prepared to forgive them, or are you

judgemental in a way that you would not wish them to be judgemental towards you?

• Would you be prepared to ask your team and members of your congregation what they 

think of you, how you measure up to the four pillars?

[NB: One National Government Agency, had 350 of the top Civil Servants on the Executive Development

Programme. They had to ask their team members what they thought of them. The Permanent Secretary said

that this was the most extraordinary intervention they‟d ever made in leadership – presumably because it

changed things for the better.]
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