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Trust among 'H“St
organizational members |EEEEgEI\Y (<
IS all-time low. il

KARL (2000)
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‘ ‘ oL wryre, Pormerylespureed e rder Lom
!
'q R

snisiicishsilucdisa HOW CAN YOU ' l

. = BUILD A CULTURE
lasiwiao:nasnsa OF TRUST IN YOUR ' ‘0

L} ORGANIZATION?
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cooperative
What Is Trusi - behavior.

Relationship

Innovative work

"aclor's expectation of the other party's strategic alliances
compelence, (technical capabilities, skills

and knowhow) goodwill and behavior™

[ ot O ot - 1 =] a & a1
WA MNAIAKIY NAGa ENEUNIN F:!ﬂfbﬂ‘"l LAaZAIMTNANNUDING

b
. ¥

= A = = F=4 s A = = ¥ s 2/ o B 2/
f‘!ﬂbﬁ'lﬁaﬂLﬂﬁﬂ%ﬂ’lﬂi%ﬂﬂﬂ’l?%%LEﬂ f‘!ﬂbﬁ’lﬂ LNATLHW LB A4 ﬂ’l&]’l?ﬂi“ﬂ’l?Lﬂ'liﬂﬁﬂﬁ’l ?'ﬂzﬁj"lﬂ*.lﬂ"'l AN ]
1 24 - & s as oA s B F=
ﬂﬂbﬁﬂi%ﬂ’lﬁﬂ?’lﬂﬂﬂh'ﬂfj:‘lﬂﬁ“ AATMNIITINANA Lﬁﬂfiﬂiuﬁﬂ A7 LAz A MM LML e
=1 P = e | | = - =1 = | F= - o s an
ﬂ’l‘:i'ﬂ?ﬁ'l‘:iﬂ'l%ﬁLﬁHﬂ IBa0a 'ﬂ?:ﬂﬂﬁ-ﬂ'lﬂi%ﬂ’lfiﬂﬂﬂﬁ Hadsznaunisa "i"l'l'ﬂﬂﬂ'I‘Tiﬁ’lﬂ.l'lu’l%ﬂ%l-ﬂHﬂzﬂﬂﬂaﬂ'ﬂﬁﬁﬂ

nialal.
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\
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AN 19l (Trust) fa anazesiniiiins

UAAS 1138 ﬂ@:Nqﬂﬂa'i’]L?ll’]%%aW’lﬂL%ﬂt%éﬂﬁ%ﬁt%@l%’] 3

o a\ @
AN LasNISHENIDaN IRNAN KRN IZENLT 1611
A (W) | 45 o U QJ |
ATHNEIIAIATII ) luaazlanid BN 1L 18 H 12739

¢ o ¢ ¢ A X My
ﬂ']&l']ﬁ'ﬂﬂ']ﬂﬂ']%’ﬂl:ﬂﬂﬂ‘l/‘lﬁ?llaﬁL‘Iﬁ@!ﬂ'\imﬂﬁlglﬂﬂ'ﬂﬂlﬂ

3/10/2021 Dr.Duangsamorn Boonpadung SHA



Enhancing [RUST .
nHealthcare 2. )

cisnsiluaoGins Gioo:ls?

The companys§ mi§sion

Senior leadership’s vision

The sectet to any high-performing teamis trust ¢ °rganizations culture 8nd values
workplace diversity, inclusion, and

equality EthicS and fairness of processes.
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Organization trust

® “The global evaluation of an
organization’s trustworthiness as
perceived by the employees”

] associated with system wide
variables,

J Meaningtul performance.
J Management’s attitude.
Dappraisal system

J job security

Dorganizational support.

DKnowledge sharing:
Knowledge is a “justified true
belief”

J , procedural justice

DAffective commitment.
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Interpersonal Trust

¢ ﬂ’J’l&ll’J’J'ldel?D mnzma mwm‘lamvmmawauuuwum%mwmﬂwqamamnmﬂﬂ'maa
ﬂ‘.IJWf]@lﬂii&l?.ladiJﬂﬂa ﬂ’]ﬂi@llda%l?ll?.ladﬂ’ﬂﬂLﬁﬁl\‘iua‘”ﬂ’li‘W\‘iW’lﬂ% (Mayer, Davis, &
Schoorman, 1995)

¢ ﬂ')’l&ll')')’l\‘liﬁ]Lﬂ%ﬂ’J’l&JL?ﬁﬂ&J%@l@Lﬁ)@l%’]ﬂaﬂLWB%S’J&IG’]%LL@ N‘Uﬁ"ﬁ’]ﬁ' 3')&]7]0@1'3'1&]&1%1%1%
ﬂ’J’]Nﬂ’]&l’liﬂ"UaﬂLW?J%%"J&N’]%LLE‘] N‘iJi"Vi’ﬁ'COOk and Wall (1980)

o fuanudulozasuananianuinasdayaaad Tﬂm«mwmmmﬂﬂa%mﬂuuﬂﬂaﬁ
Sanuaansa Sanadaws Ianuaulonsly wazlianaindaiaMishra (1996).

¢ ﬂ')']&ll')')']\‘ielﬁ]L‘]J%ﬂ')%ﬂﬂ&lEl%&J‘Ir‘iﬂﬁ)i‘SEﬂ%?li')@lE]ﬂﬂﬂ‘i NaIAa Lﬂuuwuwaaa%ﬂaﬂmw
He L‘]J%G]')L?liil&lﬁ')%‘lﬂLL(ﬂﬂG\']ﬂﬂ%L"ll'ﬂ’Jﬂ')ﬂﬂ% L‘].I‘H:('ﬂ')Li\ﬂ‘ﬁﬂ']iﬂi““ﬂ']ﬁ‘”ﬂ')ﬂ?l% (Shea, 1994)
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Bullding frust
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“Building trust s
bigger than C*HEISJfﬁﬂﬂY | \ Reluabrhfy-

—
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Inier-organizational & Interpersonal Trusl

| c [~ - 1 Y 1 1 I
AN 1191919321190 K LsaIA NS LUWAIIN 11219 12 NAaan®I1 waazHgs

o = | =) Q ::' 1 6 1 1
NIENINNINIID LLﬂﬂﬂWﬂ@lﬂSSNi%aﬂiﬂ'mzﬂﬁﬂNﬂﬂi&‘fﬂ%%iﬁﬂﬁ{ﬂtmaﬂﬂ'}ﬂ

* szaufl 1 awbinlauuulsingua (Blind Trust

. 3”@°’uﬁ 2 @MW b9 lawuUALKY (Calculative Trust)
. mmzuqn 3 mm%mﬂwmmmwamﬁ@ (Verifiable Trust )
. ﬁw(ﬂ‘U‘Yl 4 mm%mﬂw‘lmwa‘umﬂaﬂmwua (Earned Trust
o _ A Y A & . A
* s2qufl 5 anulinsladeniaznu (Reciprocal Trust) fia anwl5elaninsaasded
lksanss (Mutual trust)
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nsdas1v@uGISns na:mshiolo

¢ @adlud N30 (Competence) Ao ﬂ')'l&l’il,l,a“’ﬂﬂ‘isl'w“{lLi’l&J@le‘i'\%Viiﬂﬁﬂ'\%ﬂ'ﬁm%% ‘) ol
LWEIGWE’J‘W??JI&I ﬂﬁ]uﬂ’lﬂ’lﬂiﬁﬂiuﬁﬂﬂﬁﬂﬂﬂﬁﬁﬁ)
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mwmvmmas% ﬂ')']&ll;a'lﬁix‘iLa'ﬁ)\‘iﬂ‘ﬂﬂ\‘i‘nﬁ)“‘l,ﬂﬂ?ll% u,awnmﬂmﬂa lm‘ﬁﬂ?']&lﬂ&ltﬂﬂ%”

ddd

%’]ﬂ'J’]&J%’ﬂ'J’]&Jﬁ’]&J’]?ﬂ‘V]N‘YNViNﬂL?ll’l&J’]ﬁﬂiw‘]J'J%ﬂ’liﬁi’]\‘i NRANDNALE N

¥ v
* M3SN¥IEQY Y] (Commitment) fi mmﬂnaﬂgummmaa‘nLﬂﬂlﬂsuﬂﬂﬂtaﬂa n
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Development of Trust

ARE YOU TRUSTWORTHY?

Roger Mavyer and colleagues thheorized that ability. benevolence. and
imtegrity are conditions thhat lead 1o trust. A su bs.-eqiuenl'_ meta-amnalysis
Ffound these factors are significanmntly amnd unigue related To truast
Ebetuvwesasn Cco-workers, as well as =etuvereen staff and leaders.

~ - ABILITY
= Agre you goodcdd at wihat you do?

w Cormipeaeatbhencies, skkills, teaechmical mowrrleaecdoye

BEENEWVOLENCE
@ Avre you lookimg out for miy bhbest nterests?>

L arimg. Sfoeanirnmess., Loy a iy
L{_MLI—EE

Do yvou uphold prinmnciples thhat are imiportant
to Mme? )

Consistercy. reliabOility,. farrmess

INTEGRIT Yy~ & teulsloss i
‘]

- -
- = e niE B - s e, e comerwerd S o i Tirp s B e mwerd B = - -
= g e . Y e N N | E = | = ] Fg B il - EweaT Ty R ] Laea | Ao e T T

el b S Sl = ’ . D s e srerecl i scih.corm
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nHealthcare
Behavior Behavior
Goodwill Goodwill
Competence Competence

\_/J

Development of trust through layers of trustworthiness

Bidault & Jarillo (1997)

first meeting

14
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I
o/ A =\ o/

Goodwill A utian ningRdun lunsAamnu

* Apntlanaasassng ( Organization Goodwill) Rayartaasarnuimanaainypraauna
ARAANNT TALALN FIUQNAT NINANHD]

* Amntan szAvyara ( personal Goodwill ) Aa mautian TaiEes n1siimEsadan 109
LAAA.
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Behavior ([~ [) Behavior

, — ,
Goodwill ) Goodwill

Competence = Competence

Development of trust through layers of trustworthiness
Bidault & Jarillo (1997)




oL

N0, 4

HA &

Mational
Forum Sy

ﬁcﬁm

Enhancing TRUST 2]

nHealthcare

Bullding Trust

Goodwill
Competencies

( spiritual responsibility

Relationship '
and positive intentions

toward the other)

(technical capabilities,

skills and knowhow)

3/10/2021 Dr.Duangsamorn Boonpadung SHA 17
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|Three dimensions in the concept of trustj

COMPETENCE : ( TECHNICAL

CAPABILITIES, SKILLS AND

KNOW-HOW )

Competence O’Brien 1995 - Reputation as a competent actor,
Mishra 1996 professionalism
Sydow 1998 - References of difficult projects

- Prizes for outstanding technology

- First-to-market technologies

® 3rd party screening (attracted partners)
- Symbols, e.g. education, memberships

- Realistic judgement, soundness of vision

3/10/2021 Dr.Duangsamorn Boonpadung SHA 18 I'
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COMPETENCE :

a o Q./ o di) a = v a 'V
®* HdALFeNAN ﬁﬂﬂﬂ']‘wLL@%ﬂ'\ﬁ‘Vﬂ\ﬂuuuwug']u’)‘ﬁ']‘ﬁW ﬂuLﬂ‘UVIEIﬂN?'LI

o & a wn PP (] a v a @
= msﬂsmum'mquqmmﬁﬂgumﬁu‘wumwmnmn LL@&L‘]J‘IA‘VI@’N@QT@EI‘WJVLTJ

* 5139821NN19UHURNIU UFANITAUAINIRENLAALAY

e 314 party screening.

¢ vﬂ.lv nmu ﬁl’N‘] ‘VlL“IIﬂ“IILﬂEI‘JI}’I

o AdevAuRN ANl UlUlE WAz NTEUIUNISTRAMNIANENNA
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2. @E

. Ability to

understand difference and
Appreciate complementarity.

® Receptiveness of organizational
Culture.

® Internal interaction in the

organizational culture

¢ ability to connect to other actors in the system
and accept the mutual interdependency

® Equity

3/10/2021

Luhmann 1995
Stahle 1998
Dodgson 1992
Sydow 1998

Luhmann 1995
Sydow 1998

Stahle 1998

Das and Teng 1998

Dr.Duangsamorn Boonpadung SHA

- Internal analysis of own competencies

- Evaluation of needed complementarity

- Clear and precise communication of needs

- Internal flow of information

- Positive attitude towards colleagues and own

organization

Negotiation style (win-win)

- Choice of boundary-spanners (with
experience/

understanding from both worlds)

- Project champions, interdependence at
project

level

- Equity preservation as a sense of fairness

—A
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Reliability Mishra 1996 Expressed norms as keeping promises
Security and stability Erikson 1950 - Consistency and stability of boundary-
Creed and Miles 1996 spanners
Sydow 1998 - Consistency of values and norms between

boundary-spanners and organization
- Repeated contacts, information of changes

- Organizational social control and sanctions

Shared values Jones and George 1998 ® Declaration of values, rules of the game
- Socialization, personal interaction, blending

cultures

3/10/2021 Dr.Duangsamorn Boonpadung SHA 21
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GOODWILL Avmauiian

* NAMNFINITA VAN LADIAMNBLANFNTAIYARR WATNAINAATILAN AINITOAUNT
AnawAe Y 2ayRaInsle

* JANNFINITA IUNITUsTINUAMNARINTAeluaRILARINS LA

o finsTUIUNSARRANSTITALAY TEUTNTNGY | UNUAMNUTTNAFIU ANUEN WATIRUGTIN
o FiAuAR 1Bauan Auiaudanny uaz wiaslinisaiuayusiaanuiala

o gunsnvinnusaniy druaranuls dilalunsinuredau aswluifiesh uazAnads

* UNAUARNA FAA ANUETTNNITVINGIY LL@%Giﬂﬂ\'iﬁﬂﬁ‘

* g1u190 L TANTANNURIBU 9] FAUAILA AANNLANDNIA
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® Communication ® Luhmann 1979 ® - Proactive, open and prompt
® Multiplexity of communication ® O’Brien 1995 communication
® Mishra 1996 ® - Clearness and frequency of
¢® Das and Teng 1998 communication
® Sydow 1998 ® - Taking care of internal communication
¢ ® .- Organizational practices and processes to
ensure

® regular communication
® - Advice and consulting included

® - Support and advice included (emotions)

® Concern ® O’Brien 1995 ® Proactive information, advice
® Mishra 1996 ® - Consideration for mutual needs
® Creed and Miles 1996 ® - Social support
® Personal experience ® Face-to-face meetings
3/10/2021 Dr.Duangsamorn Boonpadung SHA ¢ - Company visits, product testing ;3
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Behavior ; Interaction

* N15ARFISNLUALNE LAz 17 la ad1edNILdgND

* Apvuttnlanilae waslunisaduAYUANARINIS

® AANMNATEUUNABAINADINIG LA LUNITAUUAYUNUNN
Qv 4 L a

* sunsiseauNITIURINTULINS

® LATN ANLNAAT NFEUD
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The Trust Equation

C+R+1I

Credibility Reliability Intimacy
]
] :
Trustworthiness S

Self-Orientation

Trusted
Advisor

[ ASSOCIATES LLC |
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The Trust Equation

e ANEIN91A = NNFASIIANUNLTADA X NISAINILA X AN
Tnagalavisgnan) Wnsade nsuaswanalselanulanaLas
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Building Personal and
Organizational Trust

Seeker Model
A

Reinforce
through

A .
p EHEEE‘: é"' consistent
onest £- behaviors
E‘E,Ep_t':" your way dialogue
‘ . principles
Explain the
‘ ; resources
Establish you'll use

your guiding

Eh‘;wr:t“" ; operating

understan S
rinciples

needs P P

‘_!ll_
3/10/2021 Dr.Duangsamorn Boonpadung SHA 27
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onesty

3/10/20215'

avihenti

vespect

Credlblllty

Do what'sright
Shared gain vs.
personal gain
Working towards
common goals
Reliable and always
honest

Following through on
commitments

Transparency
Authentic motive & intent

Open with information
Open to others’ideas

No communication “spin”

Real feedback
2 way communication

Opportunities to include

Respect
Supportgrowth and
development

gratitude

perspectives

Show appreciation and

Promote collaboration
- Value diverse

15




EnhuncingTRUST
nHealthcare

Trust In Healthcare

e Trustisthe mostvaluable
currency that exists In
healthcare and trust is really
difficult to build and to nurture
and grow but it's really easy to
break”

* aowiddvlvluszuvdsniw
Wudona1do ds1991n ue
Nn1angyv1Y

lllllll
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Trust In Healthcare

* Health care settings consist of
various interactions among
patients, providers,

e Insurers, suppliers, regulators
and other agents in the health
system.

3/10/2021 Dr.Duangsamorn Boonpadung SHA 30
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“Bullding trust is
nol9ga0n1sds10dsNs1a1nsu b|ggE]' 1,hEiﬂ
3YITWHWNS NlazuAAINSATINIW tEICtiEE = it’s yﬂur

[ ]
C o=l =N

MaN1sds10AdWAVWUSNG

( doctor-patient relationship )

(Mechanic 1996; Pellegrino, Veatch, and

Langan 1991; Parsons 1951; Peabody
1927),

3/10/2021 Dr.Duangsamorm

entire mission.”
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e Caredelivery
e element of risk.

e an uncertainty
 Face with unfamiliar process.

 share personal information

* N1S:UDUNISOUDAY lazN1SASIVN10HVUNUGNIS
* novv:zldansia sod nszuounisnyuosaaolridoyadound

e n1saduaulriasovs19n19lagazidga IYUM29dS1I9 ADWITOUU

Trust obviously plays a major to increase a patient’s willingness 1o seek care and

31012021 utilize health services (Russell 2005) »
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check equiny
TS T
d miribuikon ﬂ'
information b

medical re Qs prov ide
e ol e consuliancy Cos] Lan v

N0CEES
patient
e ond

update
e
rec o
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-~ —Building Trust in Health care
mml ) ‘f orDuall

\
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Bullding In Physician

74

® Rapport Building #519AMNANWHS [HNISWLASIKSN
ELQJG - | (Y (3 5{ I a ai | A i
® uFadRaN IMRNNANUNTANLALION [aaestianaztawRanile

® Limit Interruptlons and Distractions d'm‘l%muwmmnmﬂszmm 15 m‘n‘lumswaml
NSIJ'JEI nmumummn Ltﬁﬂﬁst‘lﬂmu’j‘]NﬂJ’J&Iﬂﬂﬂ%ﬁ'\ﬂﬂJ"{lﬁﬂ

® Be Aware of Body Language
® Respect Your Patient's Autonomy

® Check for Accuracy wumuﬂqmtﬁ’ﬂaﬁu@ﬂqasﬁmﬁ’uﬁ’axﬂa YDLLULI) LLASLLHWAITING
I (s -
NawLESARUNITNTII
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Bullding trust in Nurse

e Introduce Yourself and Call the Patient by Their Name
 Dress Professionally and Appropriately

e Show Your Patient That You Are Listening

e . Be Honest and Keep Your Word

e Show Respect for Your Patient at All Times.
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The Trust Triangle

Authenticity
I' B UErETICO
tha reai Yol

;ﬁ
o Hﬁ"x
F b

Logic / 1"'1 Empathy
| krvow you | bhelieve
Can do it your o TRUST %'”Hﬁ% Yo Care
MEAsSOmng i \\\ anapt me
ang Judgmen ¢ - armd my
e ':'-'.:"..'l'l-'_:l. e h = BG5S

"Bl wmith 1 usl” By Francas Fra
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The 4 components ol bullding trust on a project

Competence
(be capable)

Connection
(be empathetic)

L

Honesty
(be reliable)

Communication
(be clear)

3/10/2021 Dr.Duangsamorn Boonpadung SHA 38
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DIMENSIONS OF TRUST

IBd Trusas

And | am willing to RISK more In
the relationship.
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Consumers Employees

Regulators

Trust
matters Trusted companies Trust drives Trusted companies
have stronger workplace have greater
fo... consumer buyers recommendations

license to operate

and advocates

Resilience
against risk

Media
coverage

Investors The market

Trust drives
workplace
recommendations

Trusted companies
have greater
license to operate

Trusted companies
have stronger

consumer buyers
and advocates

Trusted companies
have greater
license to operate
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hHenevolence, AIALNAGINGOW)
o INLESITLY, prasayant

o ADINY Arsisnanss

o HONESY anadadag
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National %ﬁ S ;
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FRI

TRUST IS THE
HARDEST TO FIND
AND THE EASIEST
TO LOSE

STEVE JOBS

INSPIRATION
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