




WHAT IS TRUST

• Different for everyone

• Total confidence in the integrity, ability and good character of another 
(Webster)

• Confidence in and reliance on good qualities, especially fairness, truth, 
honor or ability (Encarta)

• That which is committed or in trusted to one; something received in 
confidence; charge; deposit (Webster)

• The confidence reposed in a trustee in giving him or her legal title to 
property to administer for another and his or her obligation with 
respect to the property and the beneficiary. (Webster)

Trust is difficult to define

• Skills

• Beliefs

• Behaviors

Facilitated by



TRUST RESEARCH 

• Improves organizational effectiveness

Increasing Trust 

• Self and Societal Trust

• Organizational Trust focus

• Impact on the bottom line

• High trust equals decreased costs and increased productivity

Current Research Efforts

• Focus on achieving the mission & sharing higher quality information

High Trust Employees

• Achieve more with less

High Trust Organizations

• Promotes positive environments

Organizational Trust



Trust =   Speed  Cost

When trust goes up, speed will also go up and 

costs will go down.

Trust =   Speed  Cost

When trust goes down, speed will also go 

down and costs will go up.

TRUST COSTS 



TRUST RESOURCES 

http://www.amazon.com/gp/reader/0470128321/ref=sib_dp_pt
http://www.amazon.com/gp/reader/0972521704/ref=sib_dp_pt


Trust is a function of time.

Discussing trust is “touchy-feely” and 

not appropriate for the workplace.

Keeping trust requires the avoidance of 

conflict at all costs.

Once broken, trust is non-repairable or 

will take a long time to rebuild.

Trust is nice to have but irrelevant to 

business.

Trust is a function of choice not time. 

Trust directly impacts the bottom line 
(efficiency, performance, safety, budget).

Constructive confrontation/resolution 

builds a strong team environment.

Trust defines relationships; if people 

are willing it can always be regained.

Trust based organizations are 

comprised of individuals who are 

accountable, transparent, and engaged.  

Trust starts with self...

It is a product of beliefs, behaviors, emotions, and skills.

Trust is an emotional connection between two or more people.



Partnering for a Culture of Trust

Partnered relationships

– Fundamentals

– Tenets

– Behavior

PARTNERING



Trust and Change are Possible

I Choose Everything I Do

I am Responsible for My Results

All People Have Value

People are More Than Their Behaviors

Mistakes are Too Valuable to Waste

Organizational Trust Changes When the People 
Inside the Organization Change

FUNDAMENTALS



TENETS OF TRUST



• Responsible, honest, answerable to myself and others

ACCOUNTABILITY

• Words, action and behaviors in harmony

CONGRUENCY

• Full disclosure, ability to freely share information

TRANSPARENCY

• Doing the right thing when no one is watching, without regard to 
risk or reward.

INTEGRITY

• Speaking up for what is right. Taking a stand even when it is risky.

VOICE

• Actively involved, eager, dedicated to success of the mission

ENGAGEMENT

TRUST BEHAVIORS



ARMY VALUES - TRUST

•Personal Excellence

•Congruency

LOYALTY

•Technical Excellence

•Engagement

DUTY

• Interpersonal Competencies

• Integrity

RESPECT

•Excellence of Others

• Engagement

SELFLESS SERVICE

•Personal Excellence

•Transparency

HONOR

•Personal Excellence

•Accountability

INTEGRITY

•Personal Excellence

•Voice

PERSONAL COURAGE



WHY NOW

Stakeholder Confidence

Employee Engagement



WHY IS IT IMPORTANT

Trust is fundamental to effective 
communication

Trust is the critical element in our 
relationship to every one of our 
stakeholders, customers, and 
patients

Trust underlies every initiative, 
job performance, job satisfaction, 
and outcome as well as 
recruiting, retention, and 
development

Showing patients how much you care, 
goes miles in obtaining patient trust and 
respect and helps patients respond well 
to treatment



WHAT ARE WE DOING

Strategically aligned with Army Medicine’s Strategy Map



CULTURE OF TRUST OUTCOMES

•High-trust organizations achieve more with less and their employees 
are better able to focus on achieving the mission

Employees can be coached to adopt specific 
behaviors, beliefs and mindsets that increase trust 

•Increased service excellence, hospitality, patient care, standardization 
and the bottom line

A variety of areas will be impacted

The overall result of the improvements will result in 
increased trust with beneficiaries, stakeholders and 
employees

•Employee morale, engagement and teamwork should also improve

Employee turnover rates, EO/EEO and Union 
complaints will decrease due to the Culture of Trust 
initiative. 



THE TASK FORCE

• A team of 26 employees 

• 16 Organizational Development Specialists, four Management Analysts, 
Strategic Communications, and Administrative staff 

Trust Enhancement Sustainment Task Force

• Designing the curriculum and materials needed to deliver a consistent 
message that “inspires trust”. 

Cadre of change agents

Diverse and extensive background in public and private 
industry

• Conflict resolution, Team Building, Group dynamics and Group facilitation, 
Project Management, Training design and intervention, Statistical Analysis, 
Executive coaching, Assessments and evaluation, Performance Measurement, 
Measurement tools, Strategic Communications 

Skill sets include



TASK FORCE WAY AHEAD

• Organizational Development Specialist Training

• Initial Enterprise Wide Training

Curriculum Development

• To assess level of trust within organization

• July/August 2011 Pilot Sites and AMEDD Wide

Deployment of Trust Assessment Tools 

• July-September 2011

Piloting at Beta Sites

• Early FY 2012

Full Implementation 



IMPLEMENTATION PLAN

Slide 19

Team of Organizational Development Specialist

Deploy to pilot sites June/July 2011

• Based upon results of Comprehensive Trust Assessment

• Provided 24/7 based upon facilities logistics and clinical needs 

COT Training 

• Command Team/Senior Leaders: 4-8 hours training 

• Supervisors: 4-8 hours training

• Non-supervisory employees: 2-4 hours training

Length of initial site training



• TeamSTEPPS

• Army Nurse Corps System of Care

• Comprehensive Behavioral                           
Health System of Care

• Provider Resiliency

• Patient Centered Medical Home

• Soldier Medical Readiness

• Warrior Transition Units

INTEGRATE

NEXT STEPS



FACES OF TRUST



SUMMARY

Trust in Army Medicine 
Is Inspired

Because I am 
Army Medicine

Questions



AMEDD 
CTR & 

SCHOOL
CIVILIANS

WTC

PHC

SOLDIERS

DENTCOM

VETCOM

FAMILY MEMBERS

SRMC

PRMC

STAKEHOLDERS

WRMC

ERMC

CONTRACTORS

NRMC

MRMC


