Michael Grimsley
Centre for Regional, Economic and Social Research, Sheffield Hallam University, UK

Anthony Meehan
Computing Department, The Open University, UK

Geoff Green
Centre for Regional, Economic and Social Research, Sheffield Hallam University, UK

Bernard Stafford
Department of Economics and Related Studies, University of York, UK

EISAM October 2003 Trust 1



“The level of trust in an organisation affects levels of use and engagement with
services. Some [people] avoid contact with services they do not trust unless it is
absolutely essential. This can have a direct impact on how well services meet the

wider community's needs.”
(Duffy et al. 2003)

“Those who are left outside the development of information and communication
technology are often the same people...who most need the welfare state’s services
in any case. This is why special attention should also be paid to the needs of these
people when developing a human information society.”

(Osmo Pekonen and Lea Pulkkinen, 2002)
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In brief...

Using data from two large-scale community surveys conducted in the
UK’s South Yorkshire coalfields, we identify three experiential factors
that underpin trust relations between community members and public
service providers:

» sense of being well informed,;

* sense of personal control;

* sense of influence.

(We identify significant differences for gender, education, and ethnicity.)
We advance a framework for managing each of these factors as part of the

clients’ experience of public services, with an explicit aim of promoting
trust-based relations.
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1. fixed
2. environmental
3. human

&
4. social (Bourdieu, 1985)

“inhere[s] in the structure of relations between and among persons”
(Coleman, 1990)

“the level of productive investment in social relations”
(Warren, 2001)

“the ‘glue’ holding all other forms of capital together”
(Grootaert, 1998)
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social capital & trust...

“when people trust one another, they are able to form more extensive co-
operative networks, and benefit from the more extensive co-operation.
That is, relations of trust operate as social capital”

(Lin, 2001; Warren, 2001)

trust relations are an expression of a community’s capacity to co-operate
to achieve a better quality of life than would otherwise be available if its
members acted merely as individuals:

e.g., people may trust each other to perform specialised roles in a community
(division of labour) or to reciprocate shared tasks over time.

(Coleman, 1990; Fukuyama 1996)
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Social Capital survey: underlying dimensions of community trust

Trusted Party Component (Dimension)
1 2
Local Politicians 0.887 -0.059
Local Council 0.888 -0.078
Employers 0.511 0.116
Neighbours 0.133 .625
Friends -0.016 .803
Family -0.090 .700

HARCC survey: underlying dimensions of community trust

Trusted Party Component (Dimension)
1 2
National Politicians 0.867 0.002
Local Politicians 0.936 -0.015
Local Council 0.869 0.015
Neighbours 0.129 .670
Friends -0.045 841
Family -0.061 733
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South Yorkshire Social Capital Survey
(Green, Grimsley, Suokas, 2000)
n=4220 (7844 adjusted)
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Information strategy and perceived control...

Information | Basic-reactive: Minimal-standard: Exlanatory: Responsive: Enabling:
(provided) provision is request basic or routine explanations are information is provided | information is provided
driven information on levels of | published in relation to | about how the service | which allows the users
service availability is routine and non-routine | can adapt to individual | to achieve goals by
published. service standards. users’ needs. reference to alternatives
Control Dependent: Non-standard Informed-dependent: Facilitated: Enabled:

(perceived)

user must take the
initiative in researching
the information needed
to act.

dependent:

if the user needs any
variation in the basic
provision they must
take the initiative in
acting to meet their
need.

the user knows and can
take a view on the
reasonableness of the
service standards they
experience.

the user secures support
for their specific
circumstances.

the user is able to
persue alternative
courses of action which
achieve their desired
goal.

Illustration

User must telephone
doctor to establish
times time for
consultation. Parent
must write to school to
find out if there is
financial assistance for
children invited to to
attend supplementary
curricular activities.

User has ready access
to standards for service
provision e.g.
schedules, timetables,
service level policies
are published. There is
limited information
about constrained
capacity, likely
variation or disruption.
To find out about the
latter, the user must
take the initiative and
devote time, effort
and/or expense

Hospital trust explains
why disease screening
programme is available
ony to people ina
certain age group.
Police explain their
policy on responding to
non-registered burglar
alarms.

Doctor explains why an
appointment is not
possible at the
requested time.

Refuse service arranges
special collection.
School changes
curriculum to
accommodate
distinctive regirements
of some students.
Doctor offers patient
consultation at
specialist hospital for
which there must be an
additional contract.

Transport provider
draws attention to
services of competitor.
Doctor provides
information about, or
liases with, social
services agencies.
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Initiative,

Information with narrow scope but
provided proactively by the service
provider limits the user awareness

of the space of actions available to

them and thus limits their sense of

control.

Information with extensive scope
that is provided proactively gives
users full knowledge of the range
of alternative courses of action
available to them and thus
enhances their sense of control in
their life.

>

Information with narrow scope and
provided reactively leaves the users
with little knowledge of what is
available. (Possibly engenders a
sense of frustration and/or
alienation.)
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Information with extensive scope but
which is only provided reactively
leaves users unaware of the space of
possibilities for action or frustrated
with the research they must
undertake.
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dynamic: availability/disclosure
risks: integrity, confidentiality
behaviours: responsible interpretation, privacy

dynamic: constrained access to service resources
risks: inefficiency, inequity, inequality
behaviours: reliability, dependability, contract adherence

dynamic: policy & strategy formulation
risks: unmet needs, social exclusion
behaviours: governance (unselfishness, disclosure)
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managing trust relations (after Simons, 1996)...

Control System

values & beliefs

Activity
(after: Simons, 1996; Duane & Finnegan, 2003)

agree goals, shared values &
beliefs, behaviours.

bounded freedom
(“scaffolding™)

agree and communicate dynamic
boundaries.

standardisation

standardise provision;
customise access.

performance monitoring

monitor adherence to values,
beliefs, boundaries.

incentives

apply rewards and penalties

internal control

manage security and integrity

interactive control

explain and negotiate the above
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Control

Model Effect Odds ratios, [Confidence intervals], (significance) - o
Control Influence Informed Women (Control) B S.E. Sig. Exp(B) 35/0 C.l Ifpr(B)
Model A Gender 1.42 1.21 0.97 _ ower | pper
(base: ma|e) [1_20‘ 1.68] [1.02’ 1.42] [0.85, 1.10] Ve_rtlcal Trust .128 .066 .053 1.136 .998 1.294
(0,00) (0.03) (0.62) Horizontal Trust 185 [ .053 | .001 | 1.203 | 1.084 | 1.336
Model B = A + Gender 1.36 1.14 NA Sat. with .486 .083 .000 1.597 1.357 1.880
?rz's'?ue vertical | (hase: male) | [1.14,1.62] | [0.96, 1.35] Environment
— (2-23) (2-}1;) — Sat. with Services 458 .091 .000 1.581 | 1.322 | 1.892
vertical trus . .
[1.35, 1.60] [1.36, 1.61]
(0.00) (0.00)
Model C =B + Gender 1.36 NS NA -
oblique (base: male) [1.14, 1.61] Men (Control) B S.E. Sig. Exp(B) | 95% C.l Exp(B)
horizontal trust (0.00) Lower | Upper
vertical trust 1.46 NA NA Vertical Trust .308 .072 .000 1.360 1.181 1.567
[1.34, 1.59] Horizontal Trust -.203 .073 .005 .816 707 .942
o | (2-82) NA NA Sat. with .368 .097 .000 1.444 1.195 1.746
orizonta : Environment
trust [0-%"*2%-)14] Sat. with Services | .544 | .113 | .000 | 1.724 | 1.381 | 2.151
ModelD=C+ | Gender 1.40 NA NA
local satisfaction (base: male) [1.17, 1.67]
(environment) ' '(0.’00') Influence
vertical trust 1.34 NA NA
[1.22, 1.47] Women (Influence) B S.E. Sig. Exp(B) | 95% C.l Exp(B)
' (0.00) Lower | Upper
horizontal NS NA NA Vertical Trust .249 .062 .000 | 1.283 | 1.135 | 1.450
trust Horizontal Trust .057 | .056 | .303 | 1.059 | .950 | 1.181
satisfaction 1.63 NA NA Sat. with .354 | .078 .000 | 1.424 | 1.222 | 1.660
environment [1.461,0%).83] Environment
e Ee T aoae 0% — — Sat. with Services | .231 | .086 | .007 | 1.250 | 1.064 | 1.490
local satisfaction (base: male) [1 14. 1.63]
(services) ' '(0_’00')
vertical trust 1.23 NA NA
[1.11, 1.35] Men (Influence) B S.E. Sig. Exp(B) | 95% C.l Exp(B)
' (0.00) Lower | Upper
thorltzontal NS NA NA Vertical Trust .292 | 17.68 | .000 | 1.340 | 1.169 | 1.536
rus 2
Zﬁgﬁfgﬁ;‘z}mt " 315-5f72] NA NA Horizontal Trust .057 | 1.055 | .304 | 1.058 | .950 | 1.179
'(0.‘00') Sat. with .138 2.115 .146 1.148 .953 1.381
satisfaction 1.53 NA NA Envhlronmer?t
services [1.42, 1.87] Sat. with Services 461 | 17.42 .000 1.586 1.277 1.969
(0.00) 0
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