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Building Trust: A Strategy to Improve Vaccine Uptake, Patient Safety & Staff 
Wellbeing in Long Term Care

Lesson One
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Building Trust in Long Term Care

• Define core elements of trust

• Identify how to assess the presence of trust in your organization

• Discuss the impact of inequity in building trust

• Suggest approaches and techniques to build trust

• Provide strategies to build trust throughout your facilities

Course Objectives
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Course Components

Demonstration Application Practice

Reflection Featured Resources Additional Resources

Explanation
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Key Featured Resources
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Peer Learning

Identify a trusted colleague 

with whom to take the course, 

practice the exercises and/or 

provide you with feedback
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Building Trust in Long Term Care

Recent Challenges Facing Our Country
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Trust in Our Institutions
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Differences in Trust by Age, Income & Race
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Trust with Management helps

Compared with employees at low-trust companies, people at high-trust 
companies report:

• 74% less stress
• 106% more energy at work
• 50% higher productivity
• 3% fewer sick days
• 76% more engagement
• 9% more satisfaction with their lives
• 40% less burnout

Paul Zak The Nueroscience of Trust: Management behaviors that forster employee engagement. Harvard Business Review Jan-feb 2017 pp 84-90. 

https://hbr.org/2017/01/the-neuroscience-of-trust
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Three Drivers of Trust
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Building Trust in Long Term Care

• Micro-manage

• Multi-task during conversations

• Fail to ask people for their opinion

• Jump to provide solutions

• Take credit for others’ ideas

• Have hidden agendas

• Do not invest in other’s learning & growth

Empathy Wobble
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• Say one thing but do another

• Exercise poor judgment

• Demonstrate inability to deliver

• Fail to communicate consistently, 

effectively & regularly 

Logic Wobble
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• Not transparent, withhold information

• Manipulate others, lie

• Not sharing authentic self or feelings

• Not creating psychological safety for others 

• Not open to feedback, unwilling to change

• Fail to inspire

Authenticity Wobble
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Transition and Emotions

Source: William Bridges
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• A defending stance and dueling options are a dead end

• The brain prefers to defend its own story

Don’t Fight the Resisters

Source: The Science Behind Resistance to Change: What the Research Says & How it Can Help You, KaiNexus Presentation by Mark Graban and Mark Jaben
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Building Trust in Long Term Care

• Jujutsu!

• Core philosophy is to use the 

opponents force (e.g. 

resistance) rather than confronting 

it with your own force

Don’t Fight the Resisters

Source: The Science Behind Resistance to Change: What the Research Says & How it Can Help You, KaiNexus Presentation by Mark Graban and Mark Jaben
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Building Trust in Long Term Care

The 3 R’s: Reaching the Learning Brain

Source: Bruce Perry, Neuroscientist in the field of trauma

Regulate & calm the 
fight/flight/freeze responses 
(primitive)

Relate and connect through 
attuned relationship (limbic)

Reflect, learn, remember, 
articulate & become self-
assured (prefrontal cortex)
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Reframe the Question from:

• How can I get all these people to do what I want them to do?

to:

• How can I get all these people to do what they want to do?

Stop Telling Everyone What To Do

The Billions Institute
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Building Trust in Long Term Care

• Seek out staff who are already committed to change

• Identify champions at all levels and positions

• Create the situation where peer champions will propose the 

change rather than you

Your People Are Improvement Gold
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Building Trust in Long Term Care

Ethnic Minorities Perception of Treatment 
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• Less participatory communication

• Greater verbal dominance and less positive affect from 

physicians

• Less rapport-building and psychosocial conversation

Compared to Whites, African Americans & Hispanics 
Experience

Sources: Roter DL, JAMA (1997); Cooper-Patrick L, JAMA (1999); Olver MN, J Nat Med Assoc (2001); Boulware LE, Pub Health Rep (2002); JoJulliard K Ann Fam Med. (2008); 
Cooper LA, Ann Intern Med (2003); Johnson RL, Am J Public Health (2004); Ghods B, J Gen Intern Med (2008); Cene C, J Gen Intern Med (2010); Beach MC, J Gen Intern Med 
(2010); Martin KD, Med Care (2013)
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Hamel L. et al. Race, Health, and COVID-19: The Views and Experiences of Black Americans. Kaiser Family Foundation Report Oct 2020
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Building Trust Can Help Change Views
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• Acknowledge racism, ageism or any other form of bias
• Remember that people are diverse in their diversity
• Show up ready to be present to people’s lived experiences
• Avoid wielding your power or expertise
• Aovid cajoling, pressuring, persuading or convincing
• Earn trust by showing people consistently that they can trust you
• Identify others who can influence and speak the language
• Ask for help, thank people and listen

Things to Do



Click to edit Master title style

Lecture Six



Click to edit Master title style

Building Trust in Long Term Care

Critical Drivers of a Joyful, Engaged Workforce

Source: Perlo J, Balik B, Swensen S, Feeley D. IHI Framework for Improving Joy in Work. IHI White Paper. Cambridge, MA: Institute for Healthcare 
Improvement; 2017. http://www.ihi.org/resources/Pages/IHIWhitePapers/Framework-Improving-Joy-in-Work.aspx

http://www.ihi.org/resources/Pages/IHIWhitePapers/Framework-Improving-Joy-in-Work.aspx
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Employee Value Proposition

State of American Workforce – Gallup 
An 'Employee Value Proposition' Mindset Just Might Fix Employee Engagement – Rodd Wagner 
https://www.forbes.com/sites/roddwagner/2017/01/23/an-employee-value-proposition-mindset-just-might-fix-employee-engagement/#65e5c5774c3d 

• Why would the people we 
need want to join?

• Why would they do their best 
work here?

• Why would they want 
to stay?
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• Do what they do best 

• Work-life balance 

• Job stability and security 

• Increase in income 

• Work for a company with a great brand or reputation 

What Employees Want
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Effective Supervision

Traditional

• Raise performance problems 
• Discuss rules and 

consequences
• Offer or mandate possible 

solutions
• Penalize non-compliance

“Coaching”

• Establish a trust relationship 
• Raise performance concerns 
• Consider the employees 

perspective
• Engage the employee to 

generate solutions
• Help the employee 

implement action steps
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Leadership

Leadership is accepting responsibility for enabling others to achieve 

shared purpose in the face of uncertainty.

• A practice, not a position
• Authority is earned, not bestowed
• Focus is on developing others, not 

just yourself

Marshall Ganz, Harvard University



Click to edit Master title style

Building Trust in Long Term Care

Servant Leadership

• Share power

• Put others first

• Be humble & open-minded

• Be honest & self-aware
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Three Drivers of Trust
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• How do you feel or react to resistance?

• Do you ask people for their thoughts?

• Do you seek to understand their concerns

• Do you acknowledge their feelings are valid?

• Are you micro-managing?

• Do you take credit for others’ ideas?

• Do you multi-task during conversations?

• Do you invest in others’ learning & growth?

• Do you pressure, persuade or cajole people?

Empathy Assessment
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• How is your communication? 

• Do you communicate effectively?

• Do you communicate consistently?

• Do you communicate regularly?

• Do you say one thing but do another?

• Do you demonstrate curiosity about other 

people’s logic?

Logic Assessment
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• Do you share your authentic self?

• Do you acknowledge what’s going on?

• Do you withhold information?

• Do you create psychologically safe environments?

• Are you open to feedback and willing to change?

• Do you inspire others to be their authentic selves at 
work?

Authenticity Assessment
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• Are you ready to make the commitment that trust takes?

• Are you ready to build trust over time?

• Are you willing to focus on the person, not the outcome?

• Are you patient and willing to listen?

• Do you use time to build trust now?

• Do you have sources of emotional support?

Commitment Assessment
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Building Trust in Long Term Care

Scale Up Trust
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Building Trust in Long Term Care

(1) Set a clear aim

(2) Identify stakeholders & build your strategy around your people

(3) Recruit peer influencers & co-design relational tactics

(4) Test and measure the efficacy of your tactics

(5) Apply learning to improve your approach

(6) Combine with other system-level strategies

Steps to Scale Up Trust
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Building Trust in Long Term Care

• Why trust matters

• What trust is

• Common barriers to trust

• Readiness to build trust

• Relational strategies to build trust at scale across our facilities

Lesson One Review
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Story From a Facility
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• Download, complete & invite a colleague to give you feedback

• Assess your trust wobbles & readiness to build trust

• Develop a relational strategy to build trust at scale across 

your facilities 

Practice Exercise
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Thank You
Building Trust in Long Term Care
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