The Power
of Trust .




WHY TRUST MATTERS
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What Elements Recovering
IS Trust? of Trust Lost Trust
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TRUST IN COVID VACCINES
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FEATURES OF TRUST

Trust
is vulnerability

You want people to trust you
Trust is a willingness

to be vulnerable to
the actions and

| ' ' g intentions of others

But this isn’t something you can force
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Trust Trust is specific and

context dependent

IS vulnerability
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Trust
IS vulnerability

Trust is specific and
context dependent

Trust is in the eye
of the beholder

Required by

Risk of

Vulnerable relatives side effects

Bad experience with Wants to
other vaccines travel abroad
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FEATURES OF TRUST

Trust is built from
the inside out

EMPLOYEES CUSTOMERS
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FEATURES OF TRUST
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A CASE STUDY OF UBER

O

MOTIVES

COMPETENCE IMPACT @

Invented ridehailing as
we know it
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BUSINESS RESULT

Rideshare — Monthly Sales 5
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*Perri, Janine, “Uber vs Lyft: Who'’s tops in the battle of U.S. rideshare companies,” Bloomberg Second Measure, October 14, 2021. https://secondmeasure.com/datapoints/rideshare-industry-
overview/ | Indexed to rideshare Jan 2016 sales (=100) | Some Uber Eats sales are indistinguishable from Uber rides sales, especially in May-Aug. 2019. Corporate spending and purchases
made with Uber Cash are not included.
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MOTIVES MEANS

e

THE
ELEMENTS
OF TRUST

COMPETENCE IMPACT
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03 Recovering Lost Trust

X S W

CECERS

‘ vpo‘wvavso oo ?avr

.vc
85 0«..-4 N STTRVET IRV a...é’
'
X 1TX '\

PP P

‘Drd" brd" lrd!-' Drd'»' Drd'»'.

fi
I

‘
<
/5K

D

v,

S

“

=

X bv

>

\ T/
S

©Sandra J. Sucher 202



RECOVERING LOST TRUST - RECRUIT

How do you recover from a trust breach?

o k
' O —  Resigned
PA LY & arrested
Shares of a si'sidy .

D . D T =7 %
@ of ® scandal o o

Insider information / Government committee seats m
AA o, AR ,cnhsite

Beneficial business relationships

— e oY
DESINES

Acknowledge & apologize Take Accountability Fix the problem

[ [

Recruit
tomers CEO

Recruit employees
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WHAT IS TRUST?
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Trust Trust Lost Trust
IS Vulnerability IS Multidimensional Can Be Recovered
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