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Building Higher Trust 9 Trust and Communication

by Bob Whipple, MBA, CPTD

Communication is one of the most foundational
skills in any organization. Leaders spend a lot of
time communicating with people in their
organization, yet when workers are asked what the
most significant blockage is to motivation, most
groups report that communication is the biggest
problem.

In this brief article | will explore the relationship
between how well communication works in a high trust environment versus a low trust
environment.

When Trust is Low

Even in a world where everyone is physically in one place, communication becomes
chancy if there is low trust. People tend to hear what they believe the leader is trying to
say rather than what was actually said. It is so easy to get the wrong flavor of a
message, and the real damage is done because the leader often does not know that his
or her message was misinterpreted.

When Trust is High

When Trust is high, people have an easy time hearing the real message and
interpreting it accurately. In these cases, the leader can tell by the body language
whether the workers have absorbed the true meaning. This is true both in person and
virtually.

With high trust, people will not feel intimidated if they are unclear about the real
message. They will feel free to ask a question for clarification because there is
psychological safety, and they know a legitimate question will not lead to them feeling
punished.

Working Remotely

The issue of accurate and believable communication is amplified significantly when we
have a hybrid workforce where some people are working in the office but others are
working from home or remotely, sometimes even in another country, where time zone
and cultural issues can exacerbate the problem. It is so easy to have the remote
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workers feel at least inconvenienced or at worst left completely out of the tight
communication loop.

That is why it is imperative that all leaders redouble their efforts to communicate as
much or more with the remote people as they do with the people close at hand. Try to
beat down the “us versus them” issues that result in silo thinking.

Conclusion

When trust is low, communication is going to be chancy and difficult to control. This is
true for all types of communication, including electronic communication. When trust is
high, there is a much better chance for robust and acceptable communication. Trust
becomes a significant enabler of effective and timely communication.

Bonus Video

Here is a brief video on Trust and Communication.
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https://www.youtube.com/watch?v=54ERtRVfq5Q&list=PL688VosqtYhRVrh6WXvnnVO4TaW7a-Twt&index=9

