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WE WANT TO HEAR FROM YOU!

How to communicate with us during the session.

During the presentation, Cheryl will be 

able to see everyone’s videos and may 

even ask you to use non-verbal 

communication as she covers the 

objectives, such as thumbs up or down. 

You can also click “Reactions” to put a 

small thumbs-up/clapping emoji on 

your video screen. 

USE YOUR ICONS

Click “Manage Participants” to open 

your non-verbal icon menu. You can 

click the green “YES,” the red “NO,” or 

any of the other icon options during 

the presentation. An MPS consultant 

will be monitoring these reactions 

throughout the presentation.

USE YOUR VIDEO USE YOUR CHAT

Because she will be speaking, Cheryl will 

not be able to monitor the chat.  Instead 

she has 2 co-hosts to help take questions 

and comments through the presentation. 

Feel free to chat with them at any time 

with your questions and comments.

In the chat bar they are titled:

• Questions for Presenter

• Presentation Support



Poll 
Questions

1) What is your current job position?

2) What is the size of your company?

3) During this COVID-19 crisis, which of the following is 
the most significant challenge facing your company?

4) How much would you say that your company’s 
employees trust the organization to give them 
accurate information during this crisis and to be 
transparent about problems the company is facing?

5) Do you think that the people in your company 
believe that the organization is looking out for their 
best interest?

6) How do you perceive that your company leaders are 
handling this crisis?

7) What is the most significant challenge being created 
for you as an HR professional by this crisis?



Overview

Organizational Trust and Loyalty:

• What does it mean?
• How does it affect company 

performance?
• How does a crisis affect 

organizational trust and loyalty?
• What are practical steps that 

organizations can take to create and 
sustain trust and loyalty during a 
crisis?



Jenny’s Story



How do we define organizational trust 
and loyalty? How does it affect 
company performance?

Objective One



Defining Organizational Trust and Loyalty

Trust is the confidence that another person’s actions will be 
• Beneficial rather than detrimental 
• Predictable

Two core concepts when looking at organizational trust:
1) Reciprocity – Humans have an innate desire to reciprocate. This 

leads to fairness in trading and makes transactions possible.

2) Consistency – If fair exchanges are consistent, stability and 
security grow over time. If someone (or an organization) is 
unpredictable, it’s hard to believe (or trust) that they will be 
consistent.

Cycles of Reciprocity and Consistency = Stability, Security (TRUST)

Loyalty is born out of trust. It is the action that stems from trust.

What’s your favorite grocery store?

Starbucks Partners



Trust 
dramatically 
affects a 
company’s 
performance

During a crisis, trust can be gained 
or lost between an organization 
and its:
• Customers, Suppliers, Investors, and 

Employees 

• As the saying goes, “Trust is hard to 
earn and easy to lose.”

How does the loss of trust and 
loyalty relate to profitability? 
A loss of trust (and loyalty) impacts an 
organization’s:

• Reputation

• Employee productivity

• Retention of talent



How does a crisis affect organizational 
trust and loyalty?

Objective Two

O-2



Crisis and 
Organizational Trust

People look to their employers during 
times of crisis.

• Edelman Trust Barometer - March 
2020 Survey (Special COVID-19 
Edition) Findings:
• People trust their companies more 

than any other source of 
information—including media, the 
government, or NGO’s. 

• Employees see their companies as 
better prepared than their country to 
handle COVID-19 crisis (8 out of 10 
countries).

• Employees expect their company to 
act to keep them safe. O-2



Question: Who were the best U.S. Presidents?

Abraham LincolnGeorge Washington Woodrow Wilson Franklin Roosevelt

Civil War

Harry Truman Dwight Eisenhower

Revolutionary 

War

World War I Great 

Depression &

World War II

World War II &

Korean War

World War II, 

Korean War & 

Cold War

Thomas Jefferson

Revolutionary 

War

Crisis offers a unique opportunity to build or destroy trust.

O-2



A Look at Two Current Case Studies

Bird Electric Scooters Southwest Airlines



Bird Electric 
Scooters

Quick to layoff employees

• Said they were “forced” to do it.

• Reaction instead of thoughtful action.

• Now, electric scooters are poised to 
expand their market.

Did not do it personally/CEO was not visible

• CEO admitted in a tweet, “…in retrospect, 
we should’ve made 1on1 calls to the 100s 
impacted over the course of a few days.”

No warning or prior discussion

• Employees (and even their managers) were 
blindsided.

O-2



Southwest Airlines
• The company has never involuntarily laid off or 

furloughed an employee in its 53-year history.

• The company is unwilling (even now) to 
consider layoffs until every other option is 
exhausted.

• The CEO has been visible and communicating 
with workers, customers, and investors.

• The company is working with union officials, 
gathering feedback from employees, and 
holding meetings with leaders across all parts of 
the organization.

• Southwest has always worked to uphold its 
commitments to its employees, so even if they 
have to make cuts it is unlikely to hurt their 
reputation.

O-2



In the final analysis, managing a crisis 
is about managing relationships.

Layoffs (in particular) are often an attempt to 
respond to a crisis, however layoffs in a crisis have 
been shown to have very harmful effects on the 
organization.

It even affects those who are not laid off.

• Destruction of interpersonal relationships

• Damage to organizational culture

• Loss of trust and loyalty

• Reduced information sharing and an increase in 
secrecy

• Increased resistance to change

• Increased conflict and anger

• Deterioration in teamwork (increase selfish 
behaviors) O-2



What are practical steps that 
organizations can take to create and 
sustain trust and loyalty during a crisis?

Objective Three

O-3



How Can Companies Build 
Trust and Loyalty During a 
Crisis?

Remember:
• To take values and mission 

statements seriously.
• To treat business relationships 

with respect.
• That both the external crisis and 

the crisis that is internal to the 
organization have to be 
managed.

O-3



What specifically should 
company leaders do to 
maintain trust during a crisis?

Example of Franklin D. Roosevelt 

• Served during two major crises in 
America – The Great Depression 
and World War II.

• Was so popular that he was 
elected to 4 terms and died in 
office.

• What did he do to create and 
cultivate trust with the American 
people? “Fireside chats.”

O-2



What Can Organizational Leaders Learn 
from FDR’s “Fireside Chats”

Candor

Caring

Collaboration

O-3



Be Candid
1. Stay Visible

• People look to leaders for guidance – they need 
to be visible during a crisis

• Roosevelt was President during the Great 
Depression; 30% of population was out of work; 
banks were closing.

• First “Fireside Chat” March 1933 - Wanted to 
talk to the people to calm fears and reassure 
them about the economy.

2. Communicate Often

• Employees need to know that the leaders are on 
top of things. Even if there is not a lot of new or 
good news, communicate!

3. Be Honest and Transparent

• Stress comes from uncertainty. Let employees 
know what is really going on.

O-3



Be Caring
1. Strengthen relationships, don’t just share information 

• Be empathetic and understanding: Employees will 
remember how you made them feel – perhaps 
even more than the new policies and procedures 
that were implemented. 

• Roosevelt spoke in simple, personable terms as to 
a friend. People felt like he was talking to them. 
He did these talks because he knew that people 
were scared, and he wanted to help them.

2. Treat people with respect

• Layoffs should be more like an amputation. It may 
be necessary, but it should be a difficult decision 
made only after other options are exhausted. 

“If your going to cut off a dog’s tail, better to do it all at 
once rather than one inch at a time!” True, but hopefully 
there are other alternatives, or at least gentler ways of 
handling it!

O-3



Be Collaborative
1. Explain your ideas – Don’t expect people just to 

follow along.

• Over 61 million adults tuned in February 23, 1942, 
for FDR's fireside chat, in which he outlined the 
principal purposes of the war. In advance of the 
address Roosevelt asked citizens to have a world 
map in front of them. He said, “If they understand 
the problem and what we are driving at, I am sure 
that they can take any kind of bad news right on 
the chin.“

2. Listen to what others think and feel. 

• People need to feel that they are being heard, 
and that what they say is important.

3.    Don’t make decisions in a bubble.

• Get as many people involved in the decision-
making process as possible, across functions and 
departments.

O-3



Bird vs. SWA – The 3 C’s

Candor: Bird CEO not present; employees were blindsided with no time to prepare 
for bad news.
Caring: Layoffs done in a 2-minute Zoom meeting with an unidentified speaker who 
hid her video during the announcement. Bird CEO admits “we could have handled 
this better.”
Collaboration: Decisions made in closed door meetings; managers didn’t even 
know their team members were being let go.

Candor: SWA CEO is communicating often; letting employees know that pay cuts 
could happen after September 30th and that the next few months will be tough for 
the company.
Caring: CEO is standing by SWA’s commitment to not lay off employees unless 
absolutely necessary; also reaching out to reassure customers.
Collaboration: CEO says that they are talking to all segments of the organization—
labor and management—to find the best solutions moving forward.



Practical Ideas 
for Handling 
Tough 
Conversations 

• Seek training and support

• Practice

• Consider the way the message is presented

• Be direct but personable

• Have information ready

• Be caring

• Decompress and debrief O-3



• Trust is critical for companies to be healthy and profitable. 

• Trust is central to the loyalty felt by customers, suppliers, investors, and 
employees. 

• A crisis, such as the one we are in now, is a time where trust will be built or 
permanently damaged depending on the decisions that are made. 

• A crisis is an opportunity for a company to prove that their commitment to their 
people is more than a pretty sentiment.

• Although hard decisions may have to be made, it is crucial for companies to 
remember that with each decision that they make … they are making history. 

25

Conclusion



If you have any questions during this crisis, 
please contact MPS as follows:

Dr. Cheryl Frankeny at 

(office) 713-667-9251 (ext. 1) 

or (cell) 713-315-1339 

or cheryl.frankeny@mpsystems.com 
cheryl.frankeny@mpsystems.com

Mpsystems.com

THANK YOU

mailto:cheryl.frankeny@mpsystems.com

