THE ROLE OF TRUST
IS CONSIDERED
CRUCIAL TO
ESTABLISHING AND
MAINTAINING A
COOPERATIVE
BALANCE.

TRUST
APPROCHES AND CONDITIONS

Historically, trust has been the object of many studies, fundamentally relating it to
leadership but also with positive attitudes of work, organisational justice, psychological
contract, effective communication, organisational relations, and conflict management. The
role of trust in a long-term, committed relationship is also considered crucial to establishing
and maintaining a cooperative balance.
APPROACHES
On the basis of the foregoing, it is not surprising that
different investigators define trust in different ways
and from different perspectives. A magnificent
summary is given by LaRue Tone Hosmer (Hosmer,
1995).
Trust as an individual expectation
Different authors coincide in seeing trust as a series
of optimistic expectations by an individual person.
These expectations are related to the level of results,
and have as their main characteristic a lack of control
over the results and therefore a certain degree of
vulnerability. Therefore, trust is an individual decision
based on an optimistic expectation of an uncertain
result.

Trust as an interpersonal relationship
Initially agreeing with the previous meaning, some
authors evolved to consider that, for trust to exist, it
should exist not only for the one showing it, but also
for the one in whom it is made. This interpersonal
approximation continues to be based on the
assumption of an individual decision, but also adds
dependence on the actions of others in response to a
hypothetical consequence. Thus, reaching a
definition that includes the expectation of a reciprocal
behaviour is considered as essential to achieve
common cooperation.
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Butler and Cantrell propose five specific components
of trust or personal characteristics (Butler & Cantrell,
1984):
1. Integrity. The reputation of honesty and trust of
the person being trusted.
2. Competence. The necessary technical knowledge
and personal capacity to carry out a task.
3. Consistency. Reliability, predictability, and
handling situations wisely.
4. Loyalty. Implicit promise of one of the parties to
not harm the other.
5. Opening. Mental accessibility of the goodwill to
share ideas and information with others freely.
Daniel J. McAllister suggests two dimensions that
would group the different components: cognitive and
affective. Cognitive dimension would be based on the
perception of integrity and training of the other party,
while affective dimension would be based on the
special relationship between both; fundamentally,
loyalty (McAllister, 1995).
Trust as an economic interchange
From this perspective, trust is analysed as the
activator of economic decisions that agents take in
their transactions, mainly in accordance with their
reputation. Therefore, trust is (1) the expectation that
another individual or group will act in good faith in
accordance with explicit and implicit commitments;
(2) the assumption of honesty in previous
negotiations; and (3) that no excessive advantage
over the others will be taken, even if there is an
opportunity to do so.

CONDITIONS
Helen Nissenbaum reflected on the conditions of
establishing trust, listing a series of factors that,
without trying to be exhaustive, did try to be selective
(Nissenbaum, 2007).
History and reputation
One of the best ways of showing reliability is, without
doubt, past behaviour. Reputation, both good and
bad, will be decisive when deciding whether
someone is reliable or not.
Personal characteristics
Occasionally, the generation of trust is favoured by
the existence of characteristics perceived by the
other party and considered trustworthy – such as
familiarity, similitude, or shared values. Frequently,
that perception is founded on external aspects - like
clothes, behaviour or general conduct. From these,
we deduce values and moral commitments that
support trust decisions. Other examples - such as a
common religious education, the school or university
where someone was taught, the neighbourhood
where one lives, or a common traumatic experience affect the level of trust by predicting what others will
do and what degree of trust they can be given.

Trust as a social structure
In observing trust from a social point of view,
reference is made to social mechanisms, especially
the legal system, designed to guarantee trustworthy
behaviour. This concept will vary according to the
degree to which society is developed, and will be
accompanied by an acceptance of the need to
protect the rights and interests of others.
Trust as an ethical principle
In this case, correct decisions or actions will follow
ethical principles where trust, being the result of
morally correct behaviours that recognise and protect
the rights and interests of others, can be derived.
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Common and reciprocal relationships
Relationships are also a source for generating trust
or distrust. The presence of common necessities or
objectives can stimulate trust by the perception of
‘being in the same boat’. When we fly in an
aeroplane, we trust the pilot, in part because we
share the same aim - to arrive safe and sound.
Reciprocity is slightly different, and is founded on a
situation that regularly interchanges the roles, so that
it places each of the parties in the hands of the other,
but with the security that the said situation will
change in the future. A clear example is constituted
by the positions of responsibility in business schools
temporarily covered by teachers who, having
completed their mandate, return to their teaching
functions.
Roles
Another reason why we trust the pilot of an aircraft,
or a doctor, is precisely due to their professional
status and the role they play. Awareness of the
qualifications that such professionals must secure to
exercise their role, is crucial for others to place their
trust on them.

Contextual factors
Some contextual factors - like making dishonest
behaviours known - help to engender trust. Some
examples are seen in the evaluations of suppliers
made by clients of companies like Amazon or eBay,
or in the popular websites providing comments about
the quality of hotels.
Finally, being aware of the probability of punishment
for the mentioned behaviours,
normally by means of sanctions, helps to improve the
trust index
Definition of trust
From all of the above, we could venture a definition
of trust in organisational theory, as:

THE EXPECTATION OF
POSITIVE BEHAVIOUR THAT
RECOGNISES AND
PROTECTS THE INTERESTS
OF OTHER PERSONS, IN
SUCH A WAY THAT THE
PROBABILITY OF
COOPERATION INCREASES
AND EXPANDS THE FINAL
BENEFITS WITHIN A
COMMON EFFORT OR
ECONOMIC INTERCHANGE’
(HOSMER, 1995).
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