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WHY DO WE TRUST THE PEOPLE WE TRUST?

When | asked people around me—family, friends, and colleagues—why they trust
the people they do, their answers revealed a common thread. Trust, it seems, is
built on a foundation of shared experiences, demonstrated reliability, and aligned
values.

Trusting the people or organizations we work with, however, becomes more
complex as it involves multiple layers of trust.

First, competence and expertise play a significant role.

We trust people with a proven track record of success in areas that matter to us.
Whether it's someone who consistently solves problems or offers valuable
insights, their ability to deliver builds our confidence in their reliability.

But trust doesn't happen overnight—it's cultivated through consistency over time.
Patterns of dependability and predictability create a strong foundation.

When someone’s actions consistently align with their promises, trust deepens.
It's this match between words and deeds that makes us believe in their
authenticity.




WHY DO WE TRUST THE PEOPLE WE TRUST?

also influence trust.

Positive experiences shared by others, especially those we respect,
can enhance our perception of someone's trustworthiness.

Additionally,
often provides an initial layer of trust that deepens with time and
interaction.

Finally, are essential pillars.

And when someone communicates openly, admits mistakes, and
shows accountability, they're seen as trustworthy—not because
they're perfect, but because they’re honest.

Rational Foundations of Trust: Emotional Dimensions of Trust:

e Consistency e |nstinctual
e Reliability e Resilience
e Competence e Empathy

e Expertise e Vulnerability

e Reputation

When actions align with promises, trust is reinforced.
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WHY DO WE TRUST THE PEOPLE WE TRUST?

e Trust transcends logic, rooted in emotional resonance and shared
values.

e Trust can survive failures, potentially strengthening relationships
through redemption.

o Deep trust emerges from authentic emotional connections and mutual
understanding.

Strategic Implications
e Organizations can cultivate trust by demonstrating consistent
competence and emotional intelligence.
e Understanding trust's complexity enables more intentional and
meaningful relationship-building.

Core Trust Dynamics
e Trust is a multifaceted phenomenon blending rational assessment
and emotional intuition.
e It evolves through continuous interaction, shared experiences, and
alignment of personal values.

The most powerful trust arises when logical

reliability meets genuine emotional connection.
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2. TRACING THE EVOLUTION OF TRUST : e o
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Trust and trustworthiness are foundational elements for social and ¢ ® ®
economic interactions, essential for cooperation, fairness, and various ’ ¢ ® ® '

forms of prosocial behavior. ° ® o O

Trust has evolved as a critical mechanism for human survival and societal
development.

This evolution can be examined through three primary lenses: : o ® ‘ ‘
e Evolutionary biology : ¢ ® @ ‘ '
e Cultural dynamics . ® ® ‘ ‘
e Technological advancements . ° o » ‘ '
- o o 0 @

In early human societies, trust was vital for survival within small hunter-
gatherer groups, enabling resource sharing and collaboration.
Over time, as these groups expanded into larger tribes and societies, trust

became institutionalized through community norms, rituals, and shared * o ® o '
beliefs. - . o O ©O

e o O (
Trust evolved from survival necessity in early human groups to encompass . o o ®
reputation and agreements, enabling trade with strangers. . ° P (
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Trust facilitated credit systems and currencies, allowing societies
to expand. Modern governments and legal systems formalized trust
through contracts and oversight. Globalization extended trust
across borders, shifting from interpersonal to institutional.

As a result, trust is reverting to smaller, community-based networks
amid declining institutional confidence.

e Understanding this evolution informs how organizations can
rebuild trust.

e Prioritizing authenticity, transparency, and consistent value can
foster customer loyalty in a changing landscape.

As Al influences decision-making,
questions of transparency arise.
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TRACING THE EVOLUTION OF TRUST L
° ® ¢

° o ®
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KEY POINTS - o © O
. e o O ¢

e o 0 O

Evolutionary Perspective:
Trust is essential for early

Modern Challenges:
Digital age complexities

human survival. affect trust. ) ° o O ‘
- o 0o O ¢

. ® o ‘ ‘
- o o O ¢

Cultural Dynamics: Future Directions: . ® O ‘ ‘
Trust is institutionalized Shift towards community- : . ® O ‘ '

through norms and rituals. based trust networks. - ° o O .
. o 0 @ (

. o O O
c o 0 (

° o ®
° o 1
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HOW
TRUST
SHAPES
OUR BODY
AND MIND

The brain’s trust mechanisms involve several regions and
chemicals. The prefrontal cortex evaluates intentions, while the
amygdala assesses threats. The striatum activates during trust-
building. Oxytocin fosters bonding, dopamine reinforces trust
behaviors, serotonin enhances mood, and cortisol increases with
trust violations.

The Brain

> 01
Emotional
Regulation

> 02

Trust engages emotional regulation, social learning, and
memory processes. The anterior cingulate cortex regulates
emotional conflict in trust situations. The hippocampus
handles trust-related memories. Behavioral feedback loops
reshape neural pathways, encouraging prosocial behavior.

Brand Trust

> 03

Brands can build trust by leveraging neuroscience.

They should prioritize authenticity to reduce amygdala activity,
engage in positive interactions to boost oxytocin levels, and
create rewarding experiences to activate the striatum and
dopamine release.
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4. THE ANATOMY OF DISTRUST

What about distrust?
Have you ever doubted someone or felt uneasy about a brand?

| recently visited Flowers.com to buy a bouquet for a friend but
found it too expensive and closed the browser. Minutes later, a
sales agent called, claiming my credit card wasn't working—
even though | hadn't confirmed the purchase. Something felt
off.

Maybe it was an inconsistency in their story, their tone, or a gut
feeling that they weren't being honest.

That sinking feeling of distrust can spark a cascade of
emotions, thoughts, and even physical reactions.
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4. THE ANATOMY OF DISTRUST

Emotionally, | felt uneasy, suspicious, even angry, as if sensing
betrayal.

My brain raced, analyzing every detail, trying to piece together a
puzzle that didn't fit. Physically, my heart sped up, my muscles
tensed, and | became hyper-alert, scanning for subtle signs to
confirm my doubts.

Distrust also creates social distance. It makes us withdraw, build
walls, and protect ourselves, straining relationships—whether
with people or brands.

Distrust is a natural response to uncertainty, but understanding
its emotional, cognitive, physical, and social layers can help us
rebuild connections and restore trust when it's broken.
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It also demands brands to act with authenticity,
transparency, and a commitment to delivering consistent
value.

NEXT CHAPTER
.......................................................................................... >
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HOW DO WE BUILD BRANDS THAT WE TRUST?
FOR LEADERS: 2 WAYS TO BUILDING TRUST THROUGH VULNERABILITY

1. Express Genuine Emotions

Leadership is about showing humanity.
Instead of using purely factual statements
like, “Your performance has decreased,” try
expressing the emotional impact of their
actions: “When you missed that deadline, | felt
powerless and concerned about our team’s
progress.” This builds empathy and
connection.

Example

As an example, Howard Schultz, Starbucks'
former CEO, often spoke candidly about
company challenges, which reinforced his
humanity and rallied employees around a
common mission.

2. Acknowledge and Address Distrust

If distrust arises due to leadership actions or
team dynamics, address it directly.

Example

For instance, “l recognize my decision last
week might have made you feel unheard.
Let's discuss how we can rebuild that trust.”

Tactic

Implement regular one-on-ones where
employees feel heard and valued.
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HOW DO WE BUILD BRANDS THAT WE TRUST?
FOR BRANDS: 8 STRATEGIES TO BUILD TRUST

1. Be Authentic

Show Your Human Side: Share real stories
about your team, mission, and values.

Example

Patagonia’s storytelling around environmental
activism highlights its commitment to
sustainability, making the brand relatable and
trustworthy.

Tactic

Use behind-the-scenes content on social
media or video campaigns showcasing
your team in action.

2. Prioritize Transparency

Admit Mistakes: When something goes
wrong, own up to it and explain how you'll
make it right.

Example

Domino’s Pizza launched a campaign
acknowledging past criticism and detailing
how they improved their recipe, earning
customer respect. Let's discuss how we
can rebuild that trust.

Tactic

Maintain a real-time FAQ section addressing
customer concerns or complaints
transparently.
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HOW DO WE BUILD BRANDS THAT WE TRUST?
FOR BRANDS: 8 STRATEGIES TO BUILD TRUST

3. Deliver Consistent Value

Exceed Expectations: Amazon'’s obsession with
customer satisfaction, from fast delivery to
hassle-free returns, keeps customers coming
back.

Tactic

Conduct quarterly reviews of customer
feedback to refine offerings and enhance
service.

4. Engage Meaningfully

Listen to Customers: Use surveys or social
media polls to co-create products or
services. Brands like Nike use customer
input to design personalized products

Tactic

Host live Q&A sessions on Instagram or
Twitter to directly address customer
guestions.
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HOW DO WE BUILD BRANDS THAT WE TRUST?
FOR BRANDS: 8 STRATEGIES TO BUILD TRUST

5. Leverage Social Proof 6. Ensure Privacy and Security

Highlight Testimonials: Glossier has mastered Protect Data: Apple’s ongoing emphasis
the art of user-generated content, reposting on privacy (“What happens on your iPhone
customer reviews and real-life product usage stays on your iPhone”) has built immense
on social media. trust in a world of data breaches.

Tactic Tactic

Regularly share case studies or success Regularly communicate updates on data

stories on your website or blog. security measures to customers.
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HOW DO WE BUILD BRANDS THAT WE TRUST?
FOR BRANDS: 8 STRATEGIES TO BUILD TRUST

7. Create Purpose-Driven Impact 8. Be Consistent Across Channels

Support Causes That Matter: Brands like TOMS, Unified Experience: Whether onling, in-store,

which donates shoes for every purchase, show or through customer service, ensure a

customers their money makes a difference. seamless and trustworthy brand presence.
Nordstrom excels at maintaining its

Tactic customer-centric ethos across platforms.

Partner with a nonprofit and create

: . I Tactic
campaigns showcasing your contributions.

Train staff across all touchpoints to deliver
the same level of care and service.
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HOW DO WE BUILD BRANDS
THAT WE TRUST?

Building trust as a brand today requires more than just great
products—it's about creating meaningful connections, being
accountable, and aligning your actions with your promises.

By prioritizing authenticity, transparency, and consistent
value, brands can not only earn trust but also solidify long-
term loyalty in an ever-evolving market.

Key Points

Trust, when nurtured, becomes your most enduring
competitive advantage.
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FINAL THOUGHTS T

° o
Trust is a complex mosaic composed of ability, reliability, reputation, and ¢ ¢ ¢
integrity, growing with each interaction and shared moment of vulnerability. ’ ¢ ® ®
c o 0
Understanding these elements helps us recognize the reasons behind our . o ® ()
trust and encourages us to embody trustworthiness ourselves. . P ® () '

However, trust is not merely a rational concept;

| o | - o . o © O O
It is deeply intertwined with human emotions and intuition, flourishing in the ° PY ‘ '
. . . °
space where logic ends, and vulnerability begins.
. o o 0 0@
As trust has evolved from a survival instinct in small groups to a multifaceted ’ ¢ ® o ‘ '
phenomenon involving individuals, institutions, and technologies, its core . ® o O ‘
essence remains unchanged. . . o O ‘ '

Trust facilitates cooperation and reduces uncertainty, serving as a

cornerstone of human progress. . ° ® )
. . " e o O (
By recognizing the emotional and cognitive layers of trust, we can better ° ®
[
navigate our relationships and foster deeper connections in both personal ‘
° [

and professional contexts.
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