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Part 2      Reflection

Introduction
Trust is a major element not only in building a longstanding customer relation but also strengthen the internal connection. Trust reduces transaction cost and enhances personal relationship. Trust inspires employees’ creativity, risk taking behaviour, and assertiveness (Costigan et al., 2006). It is a constant challenge for organizations to sort out what makes them more trustworthy to its employees. Although literature findings provide some clues on organisational trust, there is still little information on how employees perceive trust in their organisations. Organization trust is crucial to business development as it has a direct impact on employee engagement. 

Evaluation and Analysis
[bookmark: _Hlk38812570]As business organisations face increasing competition, it becomes more important to enhance organizational trust and employee engagement to build a winning team. A trustworthy company attracts and retains valuable employees, increases employees’ perceptions of trust and fairness in the workplace, reduce employee turnover, and improve staff performance. Our study supports that employees consider organizational trust key to sustain their performance. While most of the ﬁndings on organisational trust are compatible with the framework of Mayer et al. (1995), the composition of each dimension is different from previous empirical studies. This study attempts to verify the four constructs of organisational trust built on Mayer’s theory, and their impact in turn on employee engagement based on Ashley’s theory.

The results of this quantitative analysis are mostly in line with literature ﬁndings. Competence is not perceived as the most important dimension of organizational trust. Although the results are not statistically signiﬁcant, respondents value benevolence and integrity / justice / fairness as more important dimensions of trust than competence. Organisations aiming to build trustworthy relations with their employees should highlight benevolence and integrity rather than on performance-based outcomes. However, most trust literature focus on examining performance-based behaviour traits in order to build stronger organizational trust. In the past, personal character-based traits were not regarded as the element to emphasize in workplace, as organization’s business language confined to more rational and logical approaches (Conger, 1991). Trust, which is considered a character-based trait, has been treated as an emotional language left alone in the organizational context. Associated characters such as benevolence and compassion have not been given the proper attention in scholarly literatures. 



Although trust is well recognized as a lubricant at the personal level (Arrow,1974), organizations need to promote it throughout the workplace for long-term benefits. Despite literature provides clues on organisational trust, there is still little information on the way employees perceive trust in their companies. Management need to follow a broader perspective on organisational trust by incorporating employee’s expectations into the thinking process.

Trust is the foundation of effective leadership (Gallup, 2013) and intrinsic motivation when effectively used to elicit an individual’s best innate efforts and leverages their intrinsic talents and strengths (Gagne & Deci, 2005). In considering the relationship between organizational trust and employee engagement, a correlation and standard regression analysis revealed a significant relationship between them. Of the four factors involved, fairness / integrity, competence, benevolence / compassion, and identification, many studies suggest that benevolence has a profound impact on employee engagement. However, in our small survey with 26 participants from a broad range of business and public organizations, identification is found to have the strongest impact on employee engagement, with Pearson Correlation Coefficient of 0.9089 for Identification, 0.7183 for Fairness, 0.7114 for Reciprocity, and 0.5577 for Competence. However, that does not rule out fairness and competence are not important, but identification and benevolence are clear predictors of employment engagement. Successful organizations need their people to render their compassion / heart besides knowledge, skill, and effort. However, most managers just focus on short-term results without cultivating the crucial, long-term heart connection (Lombardo & Eichinger, 2009). Benevolence simply starts with leaders showing compassionate behaviours towards their followers. After all, compassion is about conveying care and concern to others personally and workwise. A manager without compassion is likely to be viewed as cold and uncaring that would bring a negative impact to working relationship (Lombardo & Eichinger, 2009).

Within a company context, trust is a crucial element for organizational and leadership effectiveness. A company with low organizational trust is bound to have a high turnover, redundancy, bureaucracy, and politics. Without trust, employees cannot believe others which results in redundancy with layers of management, overlapping structures, and rework. Bureaucracy is seen with rules, procedures, and excessive paperwork that adds complexity to a simple workflow (Zeidner, 2008). Moreover, employees lacking trust pass the negative attitude to customers who will be discouraged from doing business. That is why high-trust companies outperform low-trust ones by almost three times (Covey, 2004). To build trust in organizations, leaders must demonstrate integrity, justice, and reliability consistently to employees without taking their advantages (Krames, 2005). Acknowledge 


their feelings and care enough about them will inspire trust (Lessons Learned, 2009). Results from this study supported the idea that employees use character-based traits to judge the trustworthiness of their supervisors. Of the 26 respondents who evaluated trust and engagement within their organizations, results showed strong support for character-based dimensions including identification of leader, benevolence, compassion, and justice / fairness. 

Employees build their judgments of a trustworthy organization on observable elements of fairness (Croonen, 2010) particularly during the time of strategic changes in an organization (Fard, Rajabzadeh, & Hasiri, 2010). In this regard, the organizational justice theory provides a means of perceiving employees’ perceptions of trust, fairness, and the management of change within their organizations. Fairness is indeed an important trust element in an organization undergoing strategic change. Further studies need to explore the effect of using a justice framework to study organizational trust and employee engagement in other business contexts (Saunders & Thornhill, 2003). This framework would include distributive, procedural, and interactional justice to investigate further how organizational trust and fairness impact a successful corporate change (Croonen, 2010). 

Conclusion
Our study followed a quantitative approach to explore organizational trust and employee engagement. Future investigation would be more completed using a mixed method approach. The qualitative findings allow researcher to explain responses to the quantitative measurements more thoroughly, as questions of an interview type would disclose more character-related information. A larger population is no doubt more convincing for producing solid findings. Nevertheless, the findings from our small-scale, 26 participants research largely coincided with Mayer’s and Ashley’s frameworks, and furthermore pointed out leader identification as the strongest factor impacting employee engagement in organizations.
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Appendix:  Survey Questionnaire

Organizational Trust

The study attempts to make an empirical investigation of the impact of the four factors fairness, competency, reciprocity, and identification that might affect employee trust and subsequently employee engagement. 

The instrument proposed is an Employee Questionnaire using a 5-point Likert Scale to indicate respondents’ degree of agreement or disagreement with each of the items (1= strongly disagree, 2 = disagree, 3 = neutral, 4 =agree, and 5 = strongly agree) about trust in employers or leader of organizations.

Fairness 

1. I have confidence in my supervisor being fair to all     1    2    3    4    5

2. I like the ethical values of my supervisor to stay unbiased      1    2    3    4    5

3. My supervisor is my source of reference ready support       1    2    3    4    5

4. My supervisor / the management is open and upfront with me      1    2    3    4    5 

5. I feel save to express my true feelings about important issues      1    2    3    4    5  

Competency 

6. My supervisor is competent and knowledgeable      1    2    3    4    5

7. My supervisor shows confidence in task performance and administration      1    2    3    4    5

8. My supervisor /the management teams’ actions and behavior are not consistent   1    2    3    4    5

9. My supervisor is a disciplined in task performance and administration     1    2    3    4    5

Reciprocity / Benevolence

10. Competence is equally important for leader and subordinates to elicit trust       1    2    3    4    5

11. My supervisor /management provides guidance to employees in their tasks       1    2    3    4    5

12. My supervisor is considerate in leading the team      1    2    3    4    5

13. Employees’ needs and desires are very important to the management     1    2    3    4    5	

14. My supervisor does not take advantage of me      1    2    3    4    5





Identification

15. I feel appreciated when I exceeded expectation on performance        1    2    3    4    5

16. My supervisor has an obligation to execute the tasks entrusted       1    2    3    4    5

17. I feel proud of the management / company’s accomplishment        1    2    3    4    5

18. I trust my supervisor as he/she is the department head       1    2    3    4    5

19. I agree with my company’s vision and mission      1    2    3    4    5

Employee Engagement

20. Clear identification of responsibilities keeps order and efficiency to elicit trust     1   2   3   4   5

21. I am enthusiastic about my job     1    2    3    4    5

22. I feel a strong sense of belonging to my organization as I trust my supervisor / management      
                                                                                                                              1    2    3    4    5

23. I have a great sense of satisfaction when I do my job well      1   2   3   4   5

24. I expect a great career development as I trust management’s ability to lead the company
                                                                                                                             1   2   3   4   5        
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