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Trust is at the core of all great human
relationships. For businesses, earning
and protecting stakeholder trust is
fundamental to ongoing viability and
success, not just in terms of reputation,
but as an important driver of financial
performance. Recent Deloitte research
revealed that trustworthy companies
outperform their peers in market value
by up to four times, and that 88% of
customers will return to buy from a brand
they trust.! Our research also found that
customer perceptions can sour when
companies fail to build trust, negatively
impacting brand value.? Workforce
research uncovers the powerful link

between trust and employee engagement:

We found that 79% of employees
who highly trust their employer feel
motivated to work.?

How boards are nurturing and measuring stakeholder trust | Introduction

To better understand how companies—
and boards, in particular—are addressing
trust as a critical agenda item, the Deloitte
Global Boardroom Program surveyed

177 directors and C-suite executives
across 30 countries (see Methodology).
We also spoke with business and academic
leaders and subject matter specialists to
get their insights on what is being done

in boardrooms around the world, where
the obstacles lie, and where boards

could do more to help build and nurture
stakeholder trust.
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What does trust
management entail?

Deloitte’s research on trust shows

one of the first challenges in managing

stakeholder trust is trying to
understand what stakeholder trust
actually means in the context of
the company.

Organizational trust is the byproduct of

a company doing everything it can to get
things right for its various stakeholder
groups. Trust is built and nurtured when a
company demonstrates a high degree of
competence and the right intent; meets
capability expectations; reliably delivers
on promises made; transparently shares
information and motives; and displays
humanity in caring for the experience and
well-being of others.
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To meet that high bar, companies should
embrace two key principles:

1.

2.

Every stakeholder counts. Shareholders
matter, for sure, but so do customers,
employees, vendors, regulators, the
media, and the communities in which
the company operates.

Talk is cheap. Trust is demonstrated
through promises kept and standards
upheld. As Sandra Sucher, professor

of management practice at Harvard
Business School notes, “Trust is not just
a feeling—it is created through actions.”
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How boards are nurturing and measuring stakeholder trust | Operationalizing trust as a business priority

Operationalizing trust
as a business priority

All respondents agree that trust
impacts performance: 94% say it's
“important” and only 6% say it’s
“somewhat important” to their
organization’s performance. Mike
Towers, chief digital trust officer at
Takeda Pharmaceuticals International,
explains that in his industry, trust is
woven into the core mission of serving
patients. “These things are personal
and deeply emotional,” Towers says.
“Trust matters to everybody, and
everybody understands this. Trust is
not just needed—it’'s what's expected
from us.”

Digging a level deeper, responses varied
more around where, specifically, trust
matters most, around who's actually

responsible for it, and also whether—and to
what extent—formal processes are needed
to build and maintain trust across the
organization.

While respondents recognized, for

example, that stakeholder trust has a
pervasive impact across their operations,
some categories stood out as especially
vital. Overall, four out of five respondents
(81%, the top answer) indicate that trust
directly affects their business relationships.
Employee engagement and customer loyalty
were a close second and third, at 79% and
76%, respectively (figure 1).

Respondents see trust as a tangible, working
component of an organization’s ability to
compete and thrive.

Figure 1. How stakeholder trust impacts business performance
Does the level of trust you have with your stakeholders affect any of the following?

(Multiple choice)

Top three impacts, by region

Americas M Asia-Pacific Il EMEA

Percentage of respondents citing an impact

Business relationships

Employee engagement

Customer loyalty

Financial performance

Market value

License to operate

None of the above

Note: N =177

81%

79%

76%

66%

60%

43%

1%

85%
80%

73%
Employee Business Customer
engagement relationships loyalty
78% 78%
HE N -
|
Customer Business Market
loyalty relationships value
84%
- = -
Business Employee Customer
relationships engagement loyalty

Source: The Deloitte Global Boardroom Program Trust Survey
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How boards are nurturing and measuring stakeholder trust | Operationalizing trust as a business priority

About two-thirds (67%) of respondents

say their organization approaches trust
proactively, and that trust is built into their
ongoing operations. The remaining one-
third of respondents report a more reactive
stance: 22% say they have no consistent
approach and 8% only prioritize trust in the
wake of a crisis.

Organizations that formally address trust as a
regular issue to nurture and develop suggest
that a concerted, strategic approach is one of
the only ways to ensure it remains top-of-mind
(figure 2). “We invest actively in trust because
it does not happen on its own,” says Claudia
Jaramillo, EVP for strategy and corporate
development at Jacobs, an engineering
services company. “Within the leadership
team, we talk about the way we should talk
with our teams, in trainings, during client
interactions, and shareholder engagements.
This is practiced across the board.”

Getting to ‘trust maturity.’ While the
majority of respondents say their companies
build trust proactively, many organizations
still appear to have a way to go. After all,
just 39% categorize their organization as
achieving a high level of trust maturity:
having well-defined trust objectives and
related metrics, taking consistent actions
across all parts of the organization, and
regularly discussing trust in board and
executive meetings (figure 3).

A greater number of respondents (45%)
report a moderate level of trust maturity.

At their organizations, they say trust is
acknowledged as a business imperative and
discussed periodically at board and executive
meetings, but trust has yet to be enacted
formally throughout the organization. And
16% of respondents, one in eight companies,
say their organizations have a low level of
trust maturity. These organizations lack

a solid definition for trust, leaders have
occasional and reactive discussions, and
they haven't yet put processes in place

for measuring or operationalizing trust.
Regionally, 44% of Asia-Pacific and Americas
respondents report a high level of maturity,
compared with 31% of Europe/Middle East/
Africa (EMEA) countries.
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Figure 2. One-third of respondents organizations lack consistent trust

management strategies

What is your organization’s approach to nurture or (re)build trust?

Note: N =177

Source: The Deloitte Global Boardroom Program Trust Survey

[ Proactive: Trust is built into our
ongoing operations

B Reactive: Trust is only prioritized
after a crisis occurs

B We do not have a consistent
approach to managing trust

Not sure

Figure 3. Where do you think your organization is on the scale of trust maturity?

Note: N =177

Source: The Deloitte Global Boardroom Program Trust Survey

[ High: Trust objectives and related
metrics are well-defined,
consistently actioned across all
parts of the organization, and
regularly discussed at board and
executive meetings

B Moderate: Trust is acknowledged
as a key business imperative, and
sometimes is discussed at board
and executive meetings, but it is
not yet operationalized across all
functional areas

B Low: Trust is not well-defined,
measured, or operationalized;
discussions are opportunistic and
infrequesnt, not proactive or
strategic
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Yet not all boards take such a sustained,
active role. “Trust often becomes an agenda
item in the boardroom as a result of trust
breach,” says Harvard Business School's
Sucher. This reactive stance amounts to
what Sucher calls “the downside of trust"—
where trust is viewed purely in the context
of risk management, or where a lack of trust
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approach to building trust equity, Sucher
says, one that asks: “What could we do

if people actually really trusted us?” this
“opens up an opportunity for innovation
and collaboration.” Another key benefit:
“Building trust equity proactively enables
organizations to become more resilient in
times of crisis,” Bondar explains.

The board has primary responsibility

The board is not responsible
I 5%

Note: N =177

Source: The Deloitte Global Boardroom Program
Trust Survey
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Putting trust on the board agenda
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Despite broad acknowledgement of
their responsibility, survey results
suggest that boards have more work
to do to embed trust as a prominent
feature on the agenda (figure 5).

Over half (53%) say they have no fixed
cadence for such discussions—being
guided instead by events as they

Figure 5. Most respondents say trust isn't discussed regularly at board meetings
How frequently do you have trust as a specific item on the board agenda?
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Quarterly or more frequently

arise. Fewer than one-third (28%)
of respondents say their boards put
trust on the agenda twice a year or
more, and 10% report that they do

B Twice ayear
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7% HAEE e A 5712 7|chat 4 Q&LICHELR O[ofy
vIe MEIE st AR R 14

SHOF RHL|CH . RS

Our survey shows directors around the  Another explanation may be more
world clearly recognize the importance personal: People tend to impose their
of managing stakeholder trust. Then own ideas about trust onto a

why isn't trust management a more corporation. “At a personal level, we
regular agenda item at board make an intuitive judgment on
meetings? Prior Deloitte research trustworthiness of others fairly fast,”
says Bondar. “This leads us to think
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shows leaders can be challenged by
the complexity of trust as a topic. Many  that trust is an easy and instinctive

= Ll

also tend to view trust as an organic concept. In reality, businesses cannot

byproduct of organizations doing what expect that such an evaluation

they are supposed to do.® mechanism exists within an
organization,” he adds. “Businesses
need to conceptualize trust and build
trust systematically.”
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Building trust hinges on evolving OfsH-2tA|At2] aefAret Hetof 2
stakeholder concerns M| =

How an organization responds to events  Figure 6. ESG is quickly becoming the No. 1 concern impacting trust A A 7]12de] L ShAl2 2210 st a3 6. ESG= A2[of HHS DAz 2|oi 22{ArEo] £l UAS
can play an outsize role in determining What have been/are your areas of focus when it comes to building trust with O[3 2AIRIL] AlB| 422 AASI= O £ Sei2t 7| L O Ate] Al 2| R2E Q5 2Q ¥ (2020~20254)
? 5} d5t2 5
Fhe[:evel of tr.ust.stak;t]oldersilplace your stakeholders? 5t ol5te & 4 QALICH 7= 7oA T
in that organization. Crises call on = R = =
Response to COVID-19 67% oz12 0laist ALSF I{HO| TZH RIIAFS| T A2 S 67%
challenges, but leaders also should look JTZ Olafet 43 LM 0%, ARMSE] X
oIS 2| YUst= FHT} ASHIAlO|| B
beyond the moment and make changes Leadership (including crisis-readiness) 54% o= _|%°|‘— Ty LSS0 = 2|4 (7] Chy| =8 54%
to policies and communications that over th Z-0{OF ELCt.
ey ver the
support customers, communities, and last 18 Financial integrity and health 46% 21870 2 P 46%
the workforce. months 0|2 501, 2|t 18712 S0t 2042t0| OF 3t
Over the past 18 months, for example, _ _ -
past e mer . BHe 240] OfBHBAIR} Al2] 20| S Yo
about two-thirds (67%) of respondents say 43% O[Tk DIHALICE (121 6). T2{LHBre Ao 2ok 43%
on=— =
overcoming pandemicrelated challenges IREL FRSU (15 6). T2 2
N . . I =15 =]
was the main area of focus for building A|H0lIM T2LHTO H Q| A5t ZA4|7F
stakeholder trust (figure 6). But as the SOEHAM &G, Ars] & AHEHA(ESG) 2t
, e 1] 5 _ _ - - 2724 A
COVID-19 pandemic becomes less of Financial integrity and health 53% 715 SH7F 7| AR 20 20| IS O HEHHY 53%
a pressing concern in many regions, 2 4 e ARFO 2 FAESHL USELITH
: ) - H 7151
Environmental, Social and Governance >1% A 38 >1%
(ESG) and climate issues are quickly _ p— =
becoming some of the issues most likely Fall 2022 49% 0|A1|_H1||; |O1c|> Eu - | 10 D;(:)o | ;—'7 u—'— 20224 7ke | Akl 49%
to impact corporate trust building. _ . MG SHAF S 45%0] ESG7H71¢ n
Environmental, social, and governance (ESG) 45% Al2|o| SHAl Z010|2} 1 &HSHOLL, 55 3L 4, Atg| 2 ABHA (ESG) 45%
Our survey shows this trend is accelerating: " 7to] LM&2| HE Aoll= 61% 2 S3W& ol 2%
While just 45% of respondents say ESG JPOYEE SXPETENEE LICt. O|52 ESGRt 7| FHIt DA -
is a key driver of trust for their company (52%), &41(50%), AIO|H{EQ(49%) 1t
right now, that number leaps to 61% when L2 ZQ5H M| PIEHCEN O =
respondents point to Ip'rIOFItIeS over the next Environmental, social, and governance (ESG) 61% S OMAQJIE 02 BT QAL 23, At3] 2 AHEHA (ESG) 61%
three years. They envision ESG and climate
change becoming even more of a priorit 52% u2 A 52%
B oene Pt : #2) AU AMO] ESG 21210] 8+ i
than other vital trust areas as customer Over the
: , 4 Ol AFS|Z A& TH=A 5t WOz 74 e a
experience (52%), innovation (50%), and next three Innovation and technology 50% A ARIA A&7k E0f et #e S 2T kS 34 2t M-71& 50%
cybersecurity (49%). years Z5 ARYO| O, AtRi0l A0l 2202
Financial integrity and health 45% 07| = MAICH 2o M2|E SFMAIZ 202t e 45%
Simon Henry of Rio Tinto believes his 1 USLICE Sll2| ZAR L ‘Alzpat <7
company's ESG agenda will enhance trust Employee experience 44% M} ESG 0IHS ZOH= HA HIZEILCH 219 A3 44%
V\{Ith new gen.erauons of cu;tomers who 02 S0{, 7}2| AFSO||A] EtA BIR}ZS 20|
Vlew d Comr.mtmle.m to enwrgnmental and Note: Respondents asked to order concerns based on importance; N = 177 7| 5l 7| SAlS S5l DML S 4~ Q) 1 SHAE2 2L 02 NHARIE HIIES 23S N=177
social sustainability not as nice-to-have , L ’ - - - i
Source: The Deloitte Global Boardroom Program Trust Survey = SSQULICHELD O|OF7 &L Ct 22{: H20|E 22 O|AIE| ZZ2 T2 AZ| AH|0]

qualities, but as an inherent part of doing
business. “Trust,” he says, “comes from
sharing our customers' ESG journey: our
ability to work with them through technology
innovation, for example, to reduce the
carbon footprint in the value chain.”
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Towers, of Takeda Pharmaceuticals Making ESG a priority for building trust Trust and climate change. Some 70% of CAICHA|2fe] Bt A CDTORE O fi._m |2 S| ZAL| 22 “OlsHEAIRt 1& |0l A 2| L ISt YA oF 70% = 7|FHSt
International, similarly views trust and ESG across stakeholder groups requires respondents confirm that creating a strategy EZIQtESGE E7HES AR & ﬁ'—l':f. A2|E 71E5t= Ol ESGE A=RI2 571 ¢ Off CHeH Mt 24 7Hsot AdAElg +35=
as inextricably linked. “Going forward, when discipline and “multiple data points” to and measurable action plan for climate SIS 22| HAH A AZIE :?;—%EF Hofl= A| M= I == 2L 2HALS| 2|H 59 710| 205ty BHAIBHCH (O 8). 19| 2
building trust in our industry, we need to speak to the varied concerns of customers, change is critical (figure 8). Other priorities 2= T(9} gnm et 3=, ALS|A 2|0 SO CIOFSH BHAIARO| CHAH 24t £ 9l= Mao|2= O[S RIARF A O3 (40%), ‘E
focus on three areas: sustainability, thg shareholders, employees, community irlwclude.d “understanding stakeholder OI0|at= Al 71A] B0 JIZ3H0F BHLICH ‘CFZ HO|E{ZOIE" 7} TQBH TRt D L3t | A O IBkS} OAFAE’ (38%), 7| SHEIE
focus on value and outcomes, and social leaders, and others,” notes Henry. “W|Fh V|ewp0|nFs” (40%), “transparency and ;Iear oglo| =g O|6H1F71|7¢E O|REAIAL, BHAf, Cf. "ZF OlSHEtAIRRE AlZHE HLHD TIE0| ¥ MM 02 SiASH| st MRt 7|:L“ol S
responsibility. Our key stakeholders are each stakeholder, you need to spend time communication” (38%), “level of commitment 81T 7|2 20(0f 0[S 2|4 THS A OF2iTH = S0{0k S|} AKISHA20] AlZ| S0[= (37%). “OIAHE| ZHE 2 HBUA" (31%). °
health care practitioners, patients, and and listen to them. No part of our business and urgency to address climate change == rimrioe Et == ST oo s T e BT o7 == °
donors, and they pay attention to the agenda can succeed without a significant as a priority” (37%), "board oversight and 7| EHol| CHot 7| 2] Yol F=SLCH AR 01719 oL FYE 4E5E 4 Qs " Ho| ZEMILAZ|N (29%) S0| UUBLIC
company’s position on the sustainability level of trust.” governance” (31%), and “sufficiency and
agenda and our reputation.” reliability of information” (29%). ESG BAIE AEle] 40| £7|. SHAE2 ZA| 3HA| SHASH7|. ESG 7 HAAREO

Overcoming reporting challenges. Ol HAALE S| M 22 AT | QM= R &7F E| Q2 gHE e o M5| Y5t QISLICH
Putting ESG reporting at the center As essential as ESG reporting has become, SN EHE 55 HEISH RIS LIEHL S O O J|HE0| 05| SHAMS SMET Qs
of trust. Respondents also made clear methodologies are still evolving. Many O|E{7} ESGZ SIEF2IsHOF BICH= HS 2oy LICH (& 7). SE2t9| 70%-= O|AFS|7+
that for stakeholders to gain trust, ES.G cgmpames ar.e still finding their way 5| BHALICH CHES0| ST} (80%)= 0|2 ESG S 20IBHCHT TaiR|BH 80%01] 7
needs to be backed up by dgta s'h'ovvmg (figure 7). While 70% of respondents Say. St 20| FA|T|HOIN T, TRE. ExR NS SERI BE 2T S5 SOLS
clear progress toward sustainability goals. that the board has approved an ESG policy, N Z’O _ 1 E= nzs2] 25| O o
Most respondents (80%) believe this nearly 80% believe their organization has A AES Horoh AR 22 OfstaAAf BIOIH MES =5t 22| U2 ESG 5
substantiation of progress is needed across not fully addressed the ESG reporting HHOIM USEIOI0F BT Y2t Al 2RAE 23] S Z5kA] RUCH L TR
major stakeholder groups, from regulators challenge, either because they have not Cf. 82t 7|Y8 23%2H0] ZE = 7|20
to customers to employers, investors and finalized all metrics or have not finished CH3H 2F43| Hol=l A|Het HIO|EE BER3ta
society-at-large, including the media. building the data set. Only 23% of Q&L

respondent organizations have fully defined

metrics and data across all measures.
Figure 7. Most respondents Figure 8. Climate change and trust focus areas and priorities J% 7. tif 2o SH7IY2 ESGHu J% 8. 7|§tH3t, Ma| SUFY U 24+
organizations have work to do to meet When it comes to climate change, what areas are most critical for gaining stakeholder trust? 27ANEE ZE317| 13l SHok & Lol 7| HSI0f| CHA{EH i Ol 2HAIR ] MRS A7| 2f6l 71 S8 20ks RAYLIN?
ESG reporting requirements (Multiple choice) o}z ket (£ MEH)
Are metrics defined across all areas? 2k 2| B DS GO0 2250 YL

Having a strategy and measurable action plan 22k =M TS5 M A|E 3
i metics are doined andwe have daca  [IL S o 2 A7t lsizton 201 42 OIS ey o
across all of them Hostn ole

Understanding stakeholder viewpoints sH2tA 2 2 03
] 2% aow ] aw o

Transparency and clear communication EHY0 HESE oML S

% ot olsziont ole A8 S %

Metrics are defined and we are building

our data set F=5tn Qe
Level of commitment/urgency in adressing climate change 7|SH3IE QMM 0 R 5| Z5t7| Q5 Heet Zig Mol 42
] ow Lo o7 I B =
Board oversight and governance OJA}S| ZHE T AHHA
I 31% I 319%
We haven't yet finalized all metrics Of2| B.E 2| EE &HA51R| 28
Sufficiencly and reliability of information Ho| 2EMut Mz|d
[ ] T 2 [ ] s 2
Adequate investment due to short-term performance pressure TH7| ot 4o 2 oIS MU £t
Note: N = 124 [ 13% HRN=124 13%
Source: The Deloitte Global Boardroom Program None of the above 2 220|E 22 0|At2] Z2 O ME| AH[0] 9lo| 82 = oL HE e e
Trust Survey . = —
2% [ 2%
Note: N =177 F:N=177
Source: The Deloitte Global Boardroom Program Trust Survey E2: 2R0|E S 2 O|Ats] Z2 O3 L12| MH|0|
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Barriers to proactive trust AP 0jErA Al2| 22| E 7128
management ZHH 2

When asked to consider barriers to Figure 9. Lack of process steps and measurement protocols top the list of ME| 2 EE 2| YofEE stk 3% 9. 3YUQ M =M= Z2NA T ¥ £Y Z2EZO| R0 Mo LHEIRS
building or rebuilding trust, 46% of leadership challenges AR SEAL| 46% = O 25 ZIsHOF FAH=S OBHRHAAIS] AlZIZ L2E}ALE A TE5H= O] 0T 02420] USL7F?
respondents indicate there is a lack What are the barriers for your organization to (re)build trust? (Multiple choice) 5l 2130 AFSLS o= A Z M5 0F SH=2| 0] (2 M)
of clarity over which actions to take L5t HstMo| BE35 CHal A
. ot Hetdo| 2Fsicta gsUo A o= ixre = = miEAl b
nd how tom re progr fiour Lack of clarity of what to do and how to measure progress _ 1012 5jof §R|, ZIGHAISH 2 HhHof| LSt HEHY HZ
and how to measure prog .ess( gure 9). SEIAF = 21%7} AlZ| 2a|of Chs XA
9). Twenty-one percent point to the 46% | MOIRITH O{THe M2 2 HB B 189 46%
. — _ O] —
lack of a designated owner of trust 2 AT QT HE A U, 18%=
. . . = S 212 m
management, while 18% highlight M YEfo QtEChE HE F2 HAHE F
. i =1 zHol ol
complacency as the main challenge. Lack of designated owner QF&LICE 3HH, SEato| 329| 12 A2l AZE AL GUS
Meanwhile, one-third of respondents 21% FES7 L 725 O] ZoiE0| 2A5tHA| 21%
believe ‘thf-:re are no barriers to building ORC} T AZFSHL|LC},
or rebuilding trust. - _
Complacency; we have no burning reason to focus on trust A=|of USE A 0|77t US (FM LEHo|| A=)
. , Bll2| ZIAQYRIS "2a|= WEks= ||
“We need to work with changing 18% 2| ZAt e e "PE tor [CHoil 18%
. H O 5 St L =H-d3§ Ql
expectations. What was good enough S3afjof LTt oAl= SEUH 20| LY
esterday may not be good enough 2 EE61A| A2+ UBLICHtD LEL _ _
Y y " Y & B & Limited resources devoted to more pressing priorities y e= _'__ = _ _ E_ = O 2185 2M2200f A5t A2l0] SEHE!
tomorrow,” Henry says. “If we do not lead Cf. "R2|7} 0| HolE ok HHotr|
and Shap§ this Changg, our bottom line will 12% b 2010 EFHS Q1S Z4QIL|CH 22 12%
suffer. Qlt\mately, \t.vv\H aﬁect our people's OZ Op|o| W}, ZFEAIT} 220 A0 &
reputation and their feeling of self-worth Concern over what might be revealed st2 0|2zt ursi & ol ApatO| ChsH S
and purpose.”
1% 1%
In some cases, the journey of constant YR FR0= AEIE FHAIZ|7| fiet B
challenge and discovery to increase trust No barriers = EH0 40| o{HO| OjR[0] thSt F2i2 ojzi=0| g
may be hindered by fear of the unknown. In o2 olsl| M L& QLT AXE 2t
; - 33% 33%
fact, 11% of respondgnts said a key barrier is 242 1% Al2|Z 7120H= 29 20420
concern over what mght be reyea\ed. Trust BISIZ & Ol A[BI0| TS ©242tT s
can be scary because it sometimes means Note: N =177 27 N=177
LICt HO|ZA (Jacobs)A2| Al2tU 2 EALRE

we must let go,” Jaramillo, of Jacobs, notes.

Source: The Deloitte Global Boardroom Program Trust Survey £X4: 220|E Z2E O[S T2 41| AH|O]

“When we recruit new people and develop 2 "tEl= 35 220l Z7|5H0F Stk A
talent, we need to let them try different 2 9|0/5t7| 20| F2E 4 AU
things and loosen control. Then there is the SH|CH "Q2|7F M2 AFEE 285t
fear of failure. One of Jacob’s core values is OIZNZHY & I, ISO0||A| CHE YS A5
to challenge the accepted. In real t.erm.s, this 511 EX= LA S0F BT T Cree
Come outaf . bt we need to embrace e ol 8 £2480) UBHIck AorEA
unknown. The more we do that, the more ey 712 & Bitts 8 E AR Edoks
comfortable we will be.” AYUC HEH 02 ofH AVt 22X
Z22)9t 0j2]2] ZE ZE3|{0f 3t= 2|olg
LIT, J™45 R2|= O Hersh& AYU ot
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Building a solid
foundation to earn—
and measure—trust

As previous Deloitte research has
shown, not only do organizations
struggle with how to measure

and quantify trust as an essential
performance indicator, but many don’t
try to do it at all.¢ Less than half (43%)
of respondents say their organization
measures stakeholder trust (figure 10).
Among the rest, 45% report their
company does not measure trust and
12% say they didn’'t know whether or
not they do.

This is not surprising. “Measuring trust is not
a core competency for most organizations,”
Bondar explains, “But multiple approaches
to trust measurement are emerging, from
the very tactical to the highly strategic.”
Bondar says tactical approaches include
deploying voice analytics to better
understand human emotions in customer
or employee interactions. Among more
strategic approaches being implemented,
some companies are using 360 degree
organizational assessments to determine
whether enterprise domains, such as
product quality, are perceived to be
trustworthy by employees, customers, and
other stakeholders.

For some organizations, one barrier to
measuring trust may be the daunting
prospect of having to establish complex
new data collection processes. But this may
not be necessary—at least to start. Sucher
explains how companies can use existing
programs to better understand stakeholder
trust: “A robust Net Promoter Score program
that phones customers to understand

why they gave the company a low score

is one example. Another is employee exit
interviews that can be analyzed for patterns

24

Figure 10. Only 43% of respondents
organizations measure stakeholder
trust

Does your organization measure how
trusted it is by its various stakeholders?

Yes
43%
45%
Don't know
12%

Note: N =177

Source: The Deloitte Global Boardroom Program
Trust Survey

in why, and from where, employees are
leaving. Work harder with the programs and
data you already have at your disposal for
insights into trust,” Sucher recommends.

When asked what actions their organization
needs to take to earn trust over the

next six months, 58% of respondents

cite performing an ongoing, consistent,

and objective trust assessment and
measurement to get a clear and quantified
view of trust for the organization.
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For many organizations, next steps involve Figure 11. Measuring and developing frameworks around trust top near-term 2 A2 OE HAM 7| ZE T = U 11, M2ofl Chsh Z[AT S L JHE0] TY| 24&20A| 5 2H9UE AfA[E
creating a solid foundation to build on (figure  priorities A0St 7|8k =G0 LT (O™ 11). CHE O[SHTIARLS| AlZIZ 27| QJa FAH= BHE 6IHE 7H Ot R 2|2 2[HOFBHIF? (B2 AEH)
11). The majority of board members (83%) What actions do you believe your organization needs to take in the next 6 months to earn HO| 0|A}g] HIH (83%)+= 671 O|LHof| Al2[0]]
b{elieve action on trustis needgd within trust with its various stakeholders? (Multiple choice) CHBE 22|17} EQSICHD AIZISH |}, ZdBt0)| 7P}
SlemOnlthS. Nearly hilf (45%) Clt(j the need _E_%rapxl_ (45%) |_ | 7\|_‘| H| _.|‘ = }\I_Iiloﬂ EH
to develop a compre ensive and accurate Perform an ongoing, consistent, and objective trust assessment/measurement to get a clear = oo 515 _
definition and framework of trust across the ~ Quantified view of trust for the organization oh ZEZA0|1 YETh Yolor ZAYNIE ML 40| T ATE|D AP M2 Brlot SHS S50 23 NS0 Cfe HEstn HUHE BY B8
Sk
=2 =

organization, while 42% of respondents note
that they intend to regularly include trust

n Ic?oar.d anq management agendas as an Develop a comprehensive and accurate definition and framework of trust in context of i _ _ _
action item in the near future. the organization AEHCH Z2Z|o| uitoj| A L=|of St Z220|1 A5t Mol X = U3 JHE

45% 45%
o2 e e 2o s I
| o

Q7 Ut AGoHEH SHAC| 42%+=
>8% 717k2 l2Ho| O|ALBIeH I Qtzol 2[5t _ 8%

o2 Nalg ¥Y|HOoR nEE Aot oF

Only 17%, fewer than one in five companies,

Ul
N

say they see no need for further action 2|5t £ 9l 920] Q)7 | W20l 2742401 2|
because their organization is already where Include trust as a regular item on the board and management team agenda 7t H QST MZISHR| Q=00 EHRiELIC O[AtE| B FE ool MElE H7|Mel §Eo= et

it wants to be on trust.

Respondents say they plan to intensify SHASE Olst2AAe =S RABhL 75
efforts to maintain and build stakeholder 57| fi2h LS ZoHE Al=0latl R,
trust. The key, according to Sucher, is that Appoint leader(s) to effectively drive trust AN W20 oJ5tH, (E3]) HZO| ehAisk= A MEIE 5o 2 2218 A=A AH
companies should keep fighting for it, even - 18% SOl E 7|40] AlL3HM UM= 20| SQEILICEH - 18%
(or especially) when adversity strikes. Some M2 D= 22 AHRI0| SHEH AM2|2 9loH
leaders believe that "once lost, trust can never CHA| 322 £ QICP T Q=C} 7 SH|C}. T2L}
be regained,” she notes. But, in fact, “many No further action required—our organization is already where we want to be on trust A2 “TES 7|QS0| AHES USIBIH| 2o} 713 =22 E2 s - 230] o|o] ME[F 4= U= A0 AS
companies are so well capitalized that they're - 7% 97| 20| AlZ] ©f5to 2 B Tps MO - 17%
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