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Building Trust in the Workplace

Case Study in Retaliation
Ray v. The Postmaster
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Building Trust in the Workplace

“A primary finding throughout this report is the 
importance of trust between employees and 
their first-line supervisors. . . . Ensuring that the lines 
of communication are not just open but used and that 
employees are comfortable talking with supervisors is the key 
to building trust and should strengthen supervisors’
ability to resolve conflicts by working with their 
employees.”

Recommendation #3 in the MSPB Report 
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Building Trust in the Workplace

The MSPB took that statement a step further –

“[W]e believe that strengthening the trust, and 
therefore the working relationship, between 
employees and their supervisors is likely to 
be the most effective strategy for increasing 
an agency’s ability to accomplish its 
mission.”

MSPB 2007 Study
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Building Trust in the Workplace

OBJECTIVE: 
Learn skills to build trust & 

strengthen employee’s 
ability to resolve conflict.
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Trust Building Skills

When it comes to conflict, we may not 
turn you into Superman or 
Superwoman, but –

You will be A.B.L.E. to leap tall 
conflicts in a single bound!
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Trust Building Skills
Aware of “high stakes” moments & what is 

happening biologically & psychologically.

Behavior – my behavior counts & monitoring 
my behavioral response to “high stakes”
moments is important.

Learn a new behavioral reaction to “high 
stakes” moments.

Explore the “Other’s” “Story” to truly 
understand the source of the conflict.
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Trust Building Skills

Skill #1: Aware
Aware of “high stakes” moments & 

what is happening biologically & 
psychologically.

So what are “high stakes” moments?
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Trust Building Skills

Definition of a “high stakes”
moment –

The issue is extremely important!

Opinions differ

Emotions are strong
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Trust Building Skills

Examples of “high stakes”
moments

• Feedback on a draft report

• A task done completely wrong
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Trust Building Skills
Exercise: What happened in our examples 

of these “High Stakes” moments to 
change the nature of the conversation? 
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Trust Building Skills
Exercise: Small Group Discussion

When a “high stakes” moment occurs, what is the 
reaction – the specific behavior – by the other 
person that is the most difficult for you to respond 
to?

What is there about your response to these “high 
stakes” moments that you would like to change?

What response have you seen that transformed 
the “high stakes” moment into a positive, 
relationship building moment?
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How do we usually respond to “high 
stakes” moments?

14

What is happening biologically

F or F

There is a term that describes this 
natural human reaction to “high 
stakes” conversations. What is 
that term? 

ight        light
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What does the modern “fight or 
flight” look like for people?

What is happening biologically and psychologically?

Fight =  A

Flight = R

ggression Sarcasm
Ridicule 

Cynicism
Abuse 

Silence
Frozen 

egression
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Biologically -

In that “High Stakes” moment, when I need to be 
at my most rational, intelligent frame of mind, my 
brain is literally DUMBING ME DOWN!!!!
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How often has this happened to you?

Now you know why you react so irrationally 
or why you can’t think of something 
intelligent to do or say in that “high stakes”
moment!!

Remember the “blood flow!”
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How do people feel when
aggression or regression

is happening?

People do not feel safe!

Remember the “blood flow!”

They are in their amygdale!! 
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Before we consider how to counteract 
this biological hardwiring, we have to 

consider what is happening 
psychologically.
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Psychologically –
My “Story” takes over!

Event
Something happens 
or there is an 
experience.

Facts
I select facts from 
the event or the 
experience.

Story
I add meaning.
I make assumptions.
I draw conclusions.
I tap into my beliefs!

Reaction!
I react 
emotionally!

“My Story” Process
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“My Story” Process

Road Rage!!
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Mother with opinionated 
teenage daughter!!

“My Story” Process
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Three important points to remember

1. This process is FAST!

“My Story” – Psychological

2. This process is HIDDEN!

3. The Event & Facts don’t cause   
my reaction!
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My problem is not over-reacting.

My reaction is exactly right based 
on my perception of the situation.

My problem is over-interpreting.

“My Story” – Psychological

My “STORY”!!

Again, My 
“STORY”!!
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Trust Building Skills
Skill #2: Behavior

my behavior counts & monitoring my response to 
“high stakes” moments is important.

2. Consciously slow down my response when 
emotions begin to engage.

Steps for managing my own reaction
1. Resolve that my emotional reactions are 

important to pay attention to.

3. Create a new behavioral pattern (think of a 
continuous loop video and edit it).
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Trust Building Skills
Skill #3:Learn 

a new behavioral reaction 
to “high stakes moments.”

Exercise:
Brainstorm new “safety creating words, tone, body 
language” and discuss how they would affect a 
highly agitated person.

This is particularly important to STOP the FLOODING!
• Words
• Tone
• Body Language
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Trust Building Skills
Skill #3:Learn 

a new behavioral reaction 
to “high stakes” moments.

Key to changing an 
automatic behavioral reaction

Your “old” reaction is a continuous loop video 

Create a “new” video & run it daily

28

Trust Building Skills
Skill #4: Explore the “Other’s” “Story”

to truly understand the source of the conflict.

Skill # 2 serves one purpose:
Manage my own reaction

Skill # 3 serves one purpose:
Stop the flooding for the “Other”

Skill # 4 answers the questions:
I stopped the flooding, now what?
I anticipate a “high stakes” conversation, now what?

The answer: Explore the “Other’s” Story
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ACTIVE LISTENING SKILLS

1. Listen; just listen
2. Ask clarifying questions or 

paraphrase
3. When you paraphrase, ask if you got 

it right
4. When the other has finished, then it 

is my turn  
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Trust Building Skills
Active Listening 

Skills on Steroids

Empathetic Listening

Truly understanding when we say, 
“Walk a mile in the other’s shoes!”
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Trust Building Skills

Frequent Result
Case Study #1
Feedback on a draft report
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TRUST: Short-Circuit the Hardwiring

Aware of “high stakes” moments & what is 
happening biologically & psychologically.

Behavior – my behavior counts & monitoring my 
response to “high stakes” moments is 
important.

Learn a new behavioral reaction to “high stakes”
moments.

Explore the “Other’s” “Story” to truly 
understand the source of the conflict.
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Trust Skills
Understanding the characteristics of a trusting 
relationship

Mastering the Essential Skills:
#1: Catching People Doing Things Right

#2: Interpersonal Relationship Accounts (IRAs)

#3: Negative News in a Positive Way (for Good to 
Great Employees)

#4: Negative News in a Positive Way (for Very Weak 
Employees)
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Trust Building Skills
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