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Building Trust

Employees want
genuine workplace
relationships where

they feel safe and
valued



What Erodes Trust in
Management?

1. Lack of Transparency
Withholding information or being vague about
decisions. Not explaining the rationale behind changes
or policies.
2. Inconsistent Behavior
Saying one thing and doing another. Applying rules or
standards unevenly across team members.
3. Poor Communication
Failing to listen actively or respond thoughtfully.
Not providing timely updates or feedback.
4. Micromanagement
Not trusting employees to do their jobs.
Over-controlling or second-guessing decisions.



5. Failure to Follow Through
Making promises or commitments and not keeping them.
Ilgnoring issues that were raised or agreed upon.
6. Lack of Empathy or Support
Not recognizing employee challenges or contributions.
Being dismissive of personal or professional concerns.
7. Unethical or Unfair Practices
Favoritism, discrimination, or dishonesty.
Taking credit for others’ work or shifting blame.
8. Incompetence or Poor Decision-Making
Repeatedly making poor choices that affect the team.
Not being open to feedback or learning from mistakes.
9. Absence or Inaccessibility
Being physically or emotionally unavailable.
Not engaging with the team regularly or meaningfully.



10. Being Conflict Avoidant
Failure to address employee
conflicts or being unable or
unwilling to have the difficult
conversations needed to resolve
Issues.







What Builds Trust?

E N Y

Taking positive

Ongoing

communication

action




!

Remember “words” are only 7% of our
communication!!

Active listening is an effort to hear, not to be
heard or respond

Learn to be open to feedback, both positive
and negative whether you agree or not, as it
shows you value different perspectives.
(feedback should always be either
constructive or reflective "I feel”
statements)

“Feedback” should be communicated with
respect, empathy and consideration
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Team members want a voice in their organization

SOLICIT
ND ACT ON
FEEDBACK

May 8, 2025
By Rebecca Mattina

: Provide feedback on a continuous basis, 64 % of
P FOVI d = people want a way to provide feedback as needed, at
any time, not just 1-2 times a month.

Create feedback solutions that can frequently gather
C t input from team members and open an always-
reate on, team-driven feedback channel (remember the

old “suggestion box” concept. Google doc, etc.

https://www.achievers.com/blog/building-trust-workplace/#head-2-sub2
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Show appreciation often

® Genuine real time appreciation, as simple
as “Thank You” can create a positive
environment. Everyone likes a “tangible”

( 5 reward too.

® Find opportunities to highlight great
work, achievements, successes and
celebrations of effort.

® Recognize that team members have
outside of work situations. Show grace
and authenticity in knowing their
personal lives are personal and can
impact their day/week/month and
temperament.
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T

Telling the truth can be
tough. It can seem easier
to tell co-workers what
they want to hear. Being
sensitive to feelings and
being honest encourages
the team to trust you.
Every relationship,
whether professional or
personal, is based on
honesty. One lie can ruin
even a long-term
relationship — potentially
irreparably.

Be honest
and

transparent

7~
Be transparent when it
comes to changes in the
workplace or project
deadlines, so that your

team and co-workers are
always in the know.

'5,:"‘

Engage others when
being honest and
transparent. People
generally do not feel
valued if you tell them
something and close
without giving them the
opportunity to speak. A
two-way conversation
makes it clear that you're
not there to talk at them
—you're there to talk
with them, and you seek
understanding.

Leadership should connect with employees and
address the concerns of each to create/foster
lasting relationships built on trust.
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Practice Consistency

Following up regularly with words and actions will
build trust.

Practice consistency, day in and day out, so the
team knows what to expect and won'’t have to
wonder if you're on the same page and going to
deliver.

® For example: If you insist

everyone shows up on time, do
the same. If you expect them to
know deadlines inside and out, do
your homework as well.

In addition to being consistent with your

performance, ensure consistency in your mood. Do

your best to stay calm, cool, and collected, even in

uncomfortable or difficult situations. An inconsistent

mood may instill nervousness and anxiety in others,
and it can make it difficult to trust you.

12
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Common
Misconceptions of
Communication

® Meanings are in words
® More communication is always better
® Communication will solve all problems

Communication is a natural ability

13



People never say exactly what they
mean.

When in doubt, people will interpret
Truths that what is said incorrectly.

apply when Most complaints are based on attitude.

people Most of your success is determined by
communicate your delivery style.

Do not react to words. React to the
meaning behind the words, after
clarification and asking open ended

questions.
14



8 Simple Steps to
Navigate Conflict

15



- Step 1: Recognize the Conflict Early
Signs: Tension, reduced collaboration, passive-aggressive
behavior, or complaints.
Action: Don’t ignore it. Address it before it escalates.
» Step 2: Prepare for the Conversation
*Gather facts: Understand the context, history, and perspectives
involved.
*Set the stage: Choose a neutral, private space. Schedule enough
time.
« Step 3: Meet with Each Party Individually (if needed)
*Purpose: Understand each person’s viewpoint without
interruption.
*Approach: Be neutral, listen actively, and take notes.
« Step 4: Facilitate a Joint Meeting
*Ground rules: Respect, no interruptions, focus on solutions.
*Structure:
« Each party shares their perspective.
« Identify common goals (e.g., team success, mutual
respect).
» Explore underlying issues (miscommunication, unmet
expectations).

16



Step 5: Collaborate on Solutions
*Encourage ownership: Ask what each person can do differently.
*Brainstorm options: Focus on win-win outcomes.
*Agree on actions: Be specific—who will do what, by when.
Step 6: Document the Agreement
*Why: Creates accountability and clarity.
Include: Summary of the issue, agreed actions, follow-up date.
Step 7: Follow Up
*Check-in: Monitor progress and morale.
*Adjust: If needed, revisit the agreement or provide additional
support.
Step 8: Involve HR if Necessary
*When: If the conflict involves policy violations, harassment, or
cannot be resolved.
Role of HR: Mediation, formal investigation, or policy enforcement.

17



Active Listening

18



The
Message

G
)

The Sender

Personal

Experience,

Confusion,
Stress,
Anger,

Frustration, -

Substance
issues,
Anxiety,
Pain,
Tiredness,
etc.

What is Active Listening?

It's about Communication the

Meaning

5

2

The Receiver
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Translation Process

Source Language Target Language

Translating

Same Meaning

v Feedback enhances understanding

@ We make assumptions

@ Information = understanding

WordS = 7% Of communication (1971 researcher Albert Mehrabian)

Our basic vocabulary is 400 words but has 8ooo
meanings 20



Critical
Skills
That

Support

Success

3.

5.

Listening to understand, NOT to prepare
a response

Truly want to hear the other person

Lean in with curiosity and respect that
the other person will likely bring an
alternate view.

Genuinely be able to accept the other
person’s feelings

Realize feelings are transitory, don‘t be
intimidated by them

Trust the other person’s capacity to solve
his/her own problems

Invite faculty/classified to brainstorm

acceptable solutions, discuss, modify,
decide. 21



Beliefs

Assumptions

Data

Actions

Conclusions

Meanings

Experience

22



Climbing
the
Ladder of Inference

. I start with observable data.

. I select details from observed (or reported) behavior.

. I add meaning of my own.

. I move to assumptions.

. I draw conclusions.

. I adopt a belief.

[ take actions based on my belief. .



Climbing


the 

Ladder of Inference


1. I start with observable data.


2. I select details from observed (or reported) behavior.


3. I add meaning of my own.


4. I move to assumptions.


5. I draw conclusions.


6. I adopt a belief.


7. I take actions based on my belief.


Modulation

1. Ididn't say, “You stole the money.”

N

| didn’t say, “You stole the money.”
| didn't say, “You stole the money.”
| didn't say, “You stole the money.”
| didn't say, “You stole the money.”

| didn't say, "You stole the money.”

N v W

| didn't say, “You stole the money.”

**Can someone volunteer to share an email that was challenging

y . . 24
and demonstrate modulation in the reading of it?

This Photo by Unknown Author is licensed under CC BY-SA


https://isolution.pro/pt/t/principles-of-communication/principles-of-communication-amplitude-modulation/modulacao-de-amplitude
https://creativecommons.org/licenses/by-sa/3.0/
https://creativecommons.org/licenses/by-sa/3.0/
https://creativecommons.org/licenses/by-sa/3.0/

Two Most
Common
Types of

Workplace
Conflict

= EEH‘N‘““
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Communication

Three C's of
Collaboration CO nﬂ |Ct
Resolution

Compromise

A \ N :



ACTIVE LISTENING:
UNDERSTANDING THE
PERSPECTIVES AND FEELINGS
OF ALL PARTIES INVOLVED.

Communication

CLEAR EXPRESSION:
ARTICULATING YOUR OWN
THOUGHTS AND FEELINGS

RESPECTFULLY AND CLEARLY.

!

OPEN DIALOGUE:
FACILITATING HONEST
DISCUSSIONS TO UNCOVER
UNDERLYING ISSUES AND
PROMOTE UNDERSTANDING.

27



Collaboration

Teamwork: Engaging all parties in brainstorming
and sharing ideas to reach a common goal.

Seeking Common Ground: Identifying shared
interests and values to foster cooperation.

Building Relationships: Strengthening
connections among individuals to create a more
supportive environment for conflict resolution.

28



Compromise

Willingness to Give and Take: Each party should be prepared to
adjust their demands to reach a resolution.

Balancing Interests: Ensuring that the needs of all parties are
considered and addressed in the final agreement.

Achieving a Fair Outcome: Striving for a solution that is
acceptable to everyone involved, even if it means not getting

everything one party initially wanted.

29
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5 Crucial
Skills For
Resolving

Conflicts

Workplace harmony is built
on mastering the art of
resolving conflicts.

These five essential skills set the

foundation for constructive dialogue
and successful conflict resolution.

Wellable

r

Open Communication

Foster a safe space where employees feel valued.
Open-door policies can reduce fear & boost transparency.

Active Listening

Engage fully with the speaker, promoting understanding

and respect. Summarize their message & avoid interruptions.

Emotional Intelligence (EQ)

Recognize and manage emotions in oneself and others.
A high EQ ensures empathetic and effective resolutions.

Impartiality

Focus on the present issue and avoid past conflicts
& biases. A neutral stance ensures fair outcomes.

Patience

Avoid rushing decisions and let emotions settle.
Ensure every voice is heard for lasting solutions.

30



Getting to the Root of the Problem

Issues

‘\.'
Personalities
(/( Emotions )’\A—L\
rd
g/ Interests, needs, and desires (\l
S\K Self-perceptions and self-esteem? l/\
(\{ L? Hidden expectations

L@tues from theii,Z_J

Awareness of interconnection

31



Case Study Using
The Iceberg of Conflict

Maria is the Department Chair in Math. Frank is a 17-year tenured
faculty member in the Math Department with a strong and
imposing personality. Maria feels consistently disrespected and
intimidated by Frank’s rude and dismissive behavior.

Frank feels disrespected and discriminated against by Maria
because he is never given a Calculus 2 class even though his
classes fill and he feels he is a good instructor. Both faculty file
counter complaints against one another.

The investigation determines that no unlawful discrimination has
occurred. Both have agreed to meet with HR, CTA Rep, and Dean
to try and mitigate/resolve these long-standing issues.

32



Using the Iceberg...

e Focus: Asking the right questions to diagnose

H’ e I‘A"—\ conflict

GO Root Cause Questioning Framework:
Y\ slf erceptons and slFsteemn { L\ ® “What'simportant to you about this?”
/j L? Hidden expectations /Q ® “What would a successful outcome look like?”
it R ® "“What's getting in the way?”

Awareness of interconnection ® “What have you already tned?"

®  "What assumptions might be at play?”

33



What's
Happening

Here

Power is being exercised implicitly—
Frank isn’t in any “official” power role
but freely exercises his unspoken
authority. Maria has an official role and
wields her power over Frank when
recommending the schedule.

Others are influenced by social
norms (respecting elders, avoiding
conflict) and internalized beliefs (e.g.,
“Frank knows more than | do” or “l don’t
want to openly disagree with Frank”).

No one is being overtly silenced but is
there a dynamic that discourages open
dialogue and equal participation.

34



"Implicit power dynamics" refer to
the unspoken, often unconscious
ways in which power is distributed
Navigating and exercised in relationships,
Power groups, or systems. These dynamics
Dynamics aren't always formally acknowledged
or written into rules, but they still
shape how people interact, make
decisions, and influence one another.

35



Features of
Implicit

Power
Dynamics

1.

4.,

Unspoken Hierarchies: Power may be based
on factors like age, gender, race, social status,
or experience, even if everyone is supposedly
"equal” on paper.

Influence Without Authority: Someone might
not have an official leadership role but still
holds sway over others due to charisma,
connections, or perceived expertise.

Cultural or Social Norms: Expectations about
who "should" speak, lead, or decide can
reinforce power imbalances without anyone
explicitly stating them.

Access to Resources: Control over
information, money, or opportunities can
create power even if it's not formally
recognized.

Fear of Repercussions: People may not
challenge authority or speak up due to fear of
subtle retaliation, exclusion, or judgment. s



A new employee might hesitate to
disagree with a more senior co-worker,
even if the district promotes "open
communication."

In a faculty division, a newly tenured
Examples of faculty member may defer to a peer who
Power is more outspoken or has been there
Dynamics longer, even if that person isn't officially in

charge of anything.

On a team, one member might make
most decisions because others have
learned not to challenge them, even if
there's no formal rule about it.

37



Case Study #2

Sonja is a Financial Aid Specialist and has been employed by the
college for 7 years. Veronica has been Sonja’s manager for about
6 months. As a relatively new manager, Veronica is dedicated to
increasing and improving the department’s customer service and
responsiveness to students and staff.

Sonja has been resistant to almost every change being put into
place. She also consistently accuses her manager of harassing
her and creating a hostile environment. Sonja says she feels
physically threatened by and unsafe around her manager.

Sonja ultimately files a formal complaint with HR about her
manager Veronica. The district engaged in a formal investigation
with no findings of harassment or hostile environment.

38



Respecting roles and responsibilities
Understanding implicit power dynamics
Communicating expectations clearly

Do not tolerate acts of disrespect

Clarify role and responsibilities

Set boundaries respectfully but firmly
Establishing

Put expectations in writing
Boundaries

Hold follow-up meetings to discuss
progress

Use employee evaluation process to
document issues and progress

If necessary, create a performance
improvement plan

39



Patrick Leucioni’s
Couflict Resolution Model

ndividual Obstacy,

Values

40



One Thing To Always
Remember




Be Patient
With
Yourself...
This

Work Is
Hard!
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