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ABSTRACT

Purpose of this research is to find out the significant predictors and outcomes of
interpersonal trust. It was hypothesized that transformational leadership, Procedural
Justice and Perceived Organizational Support are the significant predictors of Trust in
Mangers and Organizational Identification and Continuous Improvement efforts are the
outcomes of Trust in managers. 400 copies of survey instrument were personally
distributed among the respondents and all were returned. Of the total, 282 were
completed in all respects and were ready for analysis. The remaining 118 were either
incomplete or rated carelessly so were excluded from the analysis. All of our five
Hypotheses developed, were supported by the empirical results of this study. AMOS 16
version was used for analysis of the data. Structural Equation Modeling (SEM) results
indicated that Transformational Leadership (TL), Perceived Organizational Support
(POS) and Procedural Justice (PJ) are the significant predictors of Trust in Managers and
Employees’ Organizational Identification and Continuous Improvement efforts are its
significant outcomes. Some practical implications and future research directions are
given at the end of the study.

Keywerds: Transformational Leadership, Procedural Justice, Perceived Organizational

Support, Trust, Organizational Identification, and Continuous Improvement efforts.
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CHAPTER NO.1

INTRODUCTION

1.1 BACKGROUND OF THE STUDY:

Interpersonal trust has a positive and long lasting impact on sustainable team and
organizational performance (Derks and Ferrin, 2002). Employees’ trust in their leader
results into some outcomes like better communication and problem solving, extra and
discretionary efforts, quality of communication and problem solving, organizational
citizenship behavior (OCB), organizational commitment and employees’ turn over rate;
which are considered as the key factors in the enhanced productivity of an organization
(Derks and Ferrin, 2002). A firm having a climate of trust can get a competitive edge,
because of its inimitability and replicability (Jones and George, 1998). Fairholm (1998)
stated that “no organization can take place without interpersonal trust and no
organizational leader can ignore the powerful element of trust”.

Trust is considered as an important factor by the organizational researchers due to
its cosmic role in the organizations and economic activities (McEvily et al, 2003a). It is a
source of competitive advantage in more uncertain environment (Barney and Hansen,
1994). Human beings are social animals; they always try to establish relationship in one
or another form, for example the relationship between parents and children, couples,
people and Government, students and teachers and between employees and their
managers. All types of these relationships are strongly affected by trust (De Furia, 1996).
Robbins (1999) stated that “trust takes a long time to build, can be easily destroyed and
is hard to regain”. The past researches have proven that trust is a delicate thing, so

management should devote deep attention for maintaining trust in their respective



organizations (Nico, 2002). The climate of trust among team members may emerge into
effective team processes (Graffin and Hauser, 1996). Hierarchical relationships are going
to be replaced by lateral relationships, because of which some novel and strange
associations are developed which push the organizations tqwards alliances and networks.
Effective and efficient implementation of all this require a high level of trust (Creed and
Miles, 1996). Commitment to the organization, information authenticity, integrity,
agreement with authority decisions, employees’ discretionary behaviors, (job,
organization and leader’s loyalty), leader-member exchange and intention to stay with the
organization are the significant outcomes and consequences of trust in leadership
(Katinka and Gerhard, 2003).

Relational issues are highly influential in developing subordinates’ trust in their
managers. Fair, equitable, dignified and respectful treatments from management side are
the key representatives of subordinates’ perception that managers are capable of being
trusted (Dolan and Garcia, 2002). An ample literature suggests the trust as a desirable
attribute, so most of the organizations are constantly trying to establish an environment of
mutual trust among employees (Gambetta, 1988; McKnight et al, 1998; Dolan and
Garcia, 2002). Harmonious relationship among the individuals is highly influenced by
mutual trust and most of the researchers have considered it as a corner stone in the
prosperous organizations (Lane, 1998). Trust tries to create the environment of openness
in the organizations; decision making processes, information exchange quality and
quantity are highly dependent upon trust (Tyler, 1998; Bartolme, 1989; Mishra and
Morrissey, 1990). Employees’ involvement enhances management effectiveness, which
comes from the interaction of trust between management and employees (Karen and

Stewart, 2007). Mutual trust between employees and management is essential for



effective participation (Wilsey, 1995). From the relationship perspective it is argued that
employees’ job maturity and psychological maturity are criteria for choosing the degree
of participation in the decision making processes (Hersey and Blanchard, 1982).

Cultures also have a role in the employees’ participation. Chinese managers have
little trust in employees’ psychological maturity than Australian managers, while both
countries’ managers express trust in employees’ job maturity (Karen and Stewart, 2007).
McAlister has given a versatile definition of interpersonal trust as “the extent to which a
person is confident in and willing to act on the basis of the words, actions and decisions
of others”.

Some individual, organizational and societal forces hinder the development of
trust. A true leader is needed to control these forces for building trust in the organizations
(Fairholm and Fairholm, 1999). Accurate and honest communication from the leaders is
very necessary for employees’ commitment to organizational norms and values; and the
developnient of trust among group members (Fairholm and Fairholm, 1999). Trusting
others is quite a risky job (Luke, 1998); some people have humanistic perspective and
they always trust others for the welfare and benefits of them; and those who are being
trusted consider the trustors as less capable and easy to be deceived persons (Fairholm
and Fairholm, 1999). Actions of those holding authoritative positions in the organizations
are very important for the development of culture where trust is prevailing because the
internal organizational climate is subject to their cumulative actions (Fairholm and
Fairholm, 1999). Empirical evidences presented in numerous research articles have
shown that trust diminishes conflict, enhance commitment, propagates cooperation and
enhances longevity in business relationship (Andaleeb and Charless, 1996).

Psychological contract can be transactional or relational (Rouseau, 1995), he argued that



trust exist only in the relational contract. A survey conducted by Watson and Wyatt
(2000) found that companies having a higher trust level are giving three fold rate of
return to their share holders compare to those having a lower level of trust climate.
Researches have also demonstrated that high internal trust organizations are innovative
and flexible (adaptable) in their nature as compare to those having a lower level of
internal trust (Shockely et al, 2000). Similarly productive human associations and
relationships are being developed by having an optimum level of mutual trust among
employees; which is considered as an important social capital of the organization (Cohen

and Prusak, 2000).

1.2 PROBLEM IDENTIFICATION:

Trust is highly influenced by transformational leadership and it is considered as |
its” important antecedent (Derks and Ferrin, 2002). Some mixed results were drawn by
researchers like Podsakoff and his colleagues on transformational leadership and trust but
employees’ trust in their leaders is positively influenced by all important transformational
leadership attributes (Butler et al, 1999). It is evident from the literature that Procedural
Justice, Transformational Leadership and Perceived Organizational Support (POS) are
considered as the strong determinants of high level of trust climate in the organization
(Connell et al, 2003).

Global competition made the continuous improvement strategic and crucial for all
kinds of organizations because it links higher quality to lower cost and results into a high
market share (Deming, 1986). Most of the researchers and practitioners recognize the
crucial role of the shop floor workers in the success of the organization (Lee, 2004). It is
recognized that workers are key to the success, so management endeavors to promote

employees’ continuous improvement programs (Parasuramam et al, 1985). Continuous
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improvement is the cry of the day; soft determinants of the continuous improvements are
trust and organizational identification (Lee, 2004).

Continuous improvement efforts are near to orgaﬁization citizenship behaviors
(OCB) and most of the employees feel reluctance while engaging in quality improvement
activities because they consider those behaviors beyond their job description (Morrison,
1997). Blau (1964) cited by Lee (2004) says that social exchange express the employees’
extra-role contribution in their work place beyond their obligations while economic
exchange is the name of contract signed between the two parties depends upon their
mutual interests.

Organization identification (OI) can be defined as “the perception of oneness
with, or belongingness to the organization” (Ashforth and Mael, 1989), or “the degree to
which a member define him or herself by the same attributes that he or she believes
define the organization” (Dutton et al, 1994). Connell (2003) has directed the future
researchers to explore some other determinants and consequences which may help in the
development of harmonious and trustworthy relationships between managers and non-
managers.

This study focuses on the question that how much; Procedural Justice, Perceived
Organizational Support and Transformational Leadership contribute towards trust in
managers. in addition to this, the study explores that Continuous Improvement efforts and
Organizational Identification are the key outcomes of Trust in managers.

1.3 STATEMENT OF THE STUDY/RESEARCH PROBLEM:

% What are the significant predictors / antecedents of Trust in managers?
% Does trust in managers lead to Continuous Improvement efforts and

Organizational Identification (OI).



1.4 OBJECTIVES OF THE STUDY:

% To investigate and understand the relationship of Procedural Justice, Perceived

Organizational Support and Transformational Leadership with Trust in managers.

¢ To find out that Continuous Improvement efforts and Organizational

Identification are the significant outcomes of Trust in managers.

1.5 RATIONALE OF THE STUDY:

Human beings have got a significant position in the development and prosperity
of each and every organization. They can change gold medalist company into a silver
medalist and vice versa. Organizations are in the need of extra-role behaviors from their
employees to be competitive in the present global market. Trust is discussed in a very
detailed way by hundreds of researchers and they declared it important for the
organizational performance. Most of the researchers have found that trust between
managers and subordinates results into a higher performance. To maximize the
profitability of shareholders is considered as the sole aim of every organization. Higher
level of procedural justice, trust in managers and perceived organizational support are
related to lower turnover rate and greater effective commitment (Julia Connell, 2003).
The literature which we have gone through so far revealed that interpersonal trust and
overall performance of the organization are very much related with one another and trust
is indispensable for enhanced performance. Here in this research we have to find out the
significant predictors and outcomes of trust in managers. When managers / leaders will

come to know about the significant predictors of trust in managers, then it will be



considered as a sign of success for them because high interpersonal trust results into a
higher performance.
1.6 SCOPE OF THE STUDY:

Trust is a topic of general interest in the field of management since the last three
decades. It is equally important for lower, middle and higher level management.
Analysis of the data showed that trust in managers has some important antecedents and
outcomes which can be generalized to the wider population concerned with some
limitations. This research is important for all types of organizations especially for
services organizations because the data were collected only from the services
organizaticns. Top management of the organizations is advised to stress upon the issues
discussed in the research. This research is helpful in fostering and maintaining trust
within the relationship between subordinates-managers and forwarding some practical
implications for managers and Human Resource specialists.

1.7 DEFINITIONS OF TERMS:

(1). Trust: “the willingness of a party to be vulnerable to the actions of another party
based on tne expectation that the other party will perform a particular action important
fo the trustor irrespective of the ability to monitor or control that other party” ( Mayer et
al, 1995).

(2) Organizational Identification: “the perception of oneness with, or belongingness to
the organization” (Ashforth and Mael, 1989), or “the degree to which a member defines
him or herself by the same attributes that he or she believes define the organization”,
(Dutton et al., 1994).

(3) Procedural Justice (PJ): “A component of perceived justice, procedural justice

describes the fairness of the procedures used to determine organizational outcomes”,



(Alexander and Ruderman, 1987; Folger and Konovsky, 1989; Folger and Greenberg,
1985; Moorman, 1991).

(4) Turnover Intention: “A conscious and deliberate willfulness to leave the
organization”, (Tett and Meyer, 1993).

(5) OCB Conscientiousness: “considered as a single dimension of OCB construct, can
be defined as, going an extra mile beyond normal job requirement”, (Organ, 1995).

(6) Perceived Organizational Support: “the extent to which employees perceive that they
are valued by their organization and that the organization cares about their well-being”,
(Eisenberger et al., 1990).

(7) Transformational Leader: “Transformational leaders motivate their followers to
perform beyond expectations by making them more aware of the importance and value of
goals, inducing them to transcend self-interest for the good of the group/organization,
and appealing to followers’ higher order needs”, (Bass, 1985).

8 Transuctional Leadership and Trust: “Transactional leadership, also known as
contingent reward, is based on the leader providing assistance and rewards that meet
follower’s needs contingent on the follower’s performance. In contrast to
transformational leadership, transactional leadership is not believed to require a high

level of trust between leaders and followers”, (Bass, 1985; Jung and Avolio, 2000).



CHAPTER NO.2 -

LITERATURE REVIEW

2.1 Trust:

Extensive researches have explored thoroughly the topic of interpersonal trust.
Mayer et al (1995) have given the definition of trust “the willingness of a party to be
vulnerable to the actions of another party based on the expectations that the other party
will perform a particular action important to the trustor irrespective of the ability to
monitor or control that other party”. It is a multidimensional phenomenon described by
different researchers in their own respective discipline. Mishra (1996) says that trust is
“one party’s willingness to be vulnerable to another party based on the belief that the
later party is competent, open, concerned and reliable (p.265)".

Trust can be rationality or emotions based and the relationship between
individuals is very much different based upon the above stated two different dimensions
of trust (Erden and Ozen, 2003). There are two important categories of trust explored by
the literature named as cognitive and affective based trust. The cognitive based trust
requires a rational and scientific reason to trust someone; while the affective based trust is
the name of deep and intensive interactions between the trustor and trustee and they both
devote emotional and mutual investment to the relationship prevailing between them
(McAlister, 1995). The two structures of trust are interrelated. First the cognitive trust is
developed between the two parties which may change with the passage of time into

affective based trust which is the ultimate end (McAlister, 1995).



The overall performance of a team is highly dependent upon the mutual trust of
those specific team members. Attitudinal commitment has positive association with trust
among team members and continuous commitment has negative association with trust
between team members (McAlister, 1995). Attitudinal commitment also has positive
relationship with team satisfaction (Costa, 2003). Vulnerability of employees increases
the importance of trust which in turn encourages employees for extra-role behavior
beyond their legal and contractual obligations (Sharkie, 2009). Trust is important for
every business unit for the enhanced performance. It is considered very important
between accounting department employees and accounting department management;
honest and frank communication make the employees more productive and more
comfortable (Smith, 2005).

2.2 Organizational Identification:

Organization identification (OI) is “the perception of oneness with, or
belongingness to the organization” (Ashforth and Mael, 1989), or “the degree to which a
member define him or herself by the same attributes that he or she believes define the
organization” (Dutton et al, 1994). Social Identity theory states that self concept of an
individual is developed by social identity and personal identity (Tajfel and Turner, 1985).
Organization Identification (OI) has an association with organization citizenship
behaviors, cooperative behaviors and commitment to the respective organization (Abrams
et al, 1998). In addition to the direct relationship between Organization Identification
(OI) and Continuous Improvement efforts, (OI) also has a positive moderating impact on
the relationship between continuous improvement efforts and trust (Lee, 2004). Trust
alone can not always motivate the employees for cooperative behaviors remarkably

(Dirks and Ferrin, 2001). It is not always sufficient for cooperative behaviors; some other
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factors of interest have an impact on the trust-cooperative behavior relationship (Lee,
2004). Employees who are high on organizational identification consider the
organizational goals as their own and they always try to establish profound relationship
with their respective organizations (Lee, 2004).

2.3 Procedural Justice:

Procedural Justice (PJ) is an important subset of perceived organizational justice,
which describes an equitable and fair application of policies and procedures like
performance appraisal system, selection and recruitment, distributive justice etc. All these
are responsible and mandatory for the outcomes of organization (Alexander and
Ruderman, 1987; Moorman, 1991; Folger and Konovsky, 1989; Folger and Greenberg,
1985). When fair policies and procedures are prevailing in the organizations and
employees perceive its’ applications and admit it; this is the representation of high level
of employees’ trust towards top management (Korsgaard et al.,, 1995; McCauley and
Kuhnert, 1992). Procedural Justice has an association with different constructs explored
by the previous researches. The literature has identified -that procedural justice has a
strong positive relationship with Organization Citizenship Behavior (OCB) and
employees’ commitment to the organization. The norm of reciprocity reveals that if
managers are fair and loyal towards their employees, they in turn will treat them with the
same attributes; and employees become ready to go an extra mile beyond their obligation
for the better performance of the organization (Folger and Konovsky, 1989; Alexander
and Rude@m, 1987; Folger and Greenberg, 1985).

2.4 Perceived Organizational Support:
Perceived Organizational Support (POS) can be defined as “the extent to which

employees perceive that they are valued by their organization and that the organization
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cares about their well-being”, (Eisenberger et al., 1990). Tan and Tan (2000) have
described Perceived Organizational Support (POS) as zi strong predictor of trust in
manager. Affective commitment has a strong positive association with perceived
organizational support (Allen and Meyer, 1990; Mowday et al., 1979; Shore and Wayne,
1993; Wayne et al., 1997) and a negative association with intention to leave the
organization (Wayne et al., 1997; Allen et al., 2001).

2.5 Transformational Leadership:

“Transformational leaders motivate their followers to perform beyond expectations
by making them more aware of the importance and valye of goals; inducing them to
transcend self-interest for the good of the group/organization, and appealing to
followers’ higher order needs” (Bass, 1985). Dirks and Ferrin (2000) in their detailed
meta-analysis on the topic of association between trust and leadership revealed that trust
is highly dependent upon transformational leadership characteristics. Following are the
transformational leadership practices described by Bass and Avalio (1997):

(1) Attributed charisma: Followers’ attribution of pride, respect and confidence in the

leader

(2) Idealized influence: Communicating and modeling important values and a shared

purpose

(3) Inspirational motivation: Confidently communicating a compelling vision and

goals.

(4) Intellectual stimulation: questioning of old ways of doing and thinking.

(5) Individualized consideration: Training followers in an equitable but individual

manner and encouraging their development.

12



2.6 Continuous Improvement:

Bessant and Caffyn (1997) stated about continuous improvement that “An
organization-wide process focused on sustained incrementz.ﬂ innovation”, it is considered
as a crucial element for the implementation of total quality management. This is the
second name for TQM and is considered as responsible for the gradual and continuous
improvement in each and every process and function of the organization (Lee, 2004).
Continuous Improvement (CI) is a process which is necessary for the implementation of
TQM philosophy, and is only possible by delegating authority to the employees
(Gatchalian, 1997).

Organizational outcomes and transformational leadership have a substantial
association with one another both in field and laboratory studies (Karpatrick and Locke,
1996; Barling et al, 1996). It is also considered as important in non-business settings, like
the use of transformational leadership practices by schools’ principals and its indirect but
positive relationship with the performance of the students and teachers (Koh et al, 1995).
Rational individuals have the capability, even setting at a remote distance from the
leader, to find out the difference between different leadership styles by studying e-mails
of their leaders. Satisfaction and interpersonal justice are the key representatives of
transformational leadership (Krishnan, 2003).

What is transformational leadership? Bass (1990) has given answer to this
question by saying that “when leaders broaden and elevate the interests of their
employees, when they generate awareness and acceptance of the purposes and mission of
the group, and when they stir their employees to look beyond their own self interest for

the good of the group”. Transformational leaders have a charisma and they are capable

13



of transforming the followers’ values and characteristics and try to make them willing
and devoted to the goals and objectives of the organization; by creating and prevailing a
pleasant and harmonious environment for the best and trustworthy relationship; where a
common vision is shared because of the climate of trust, (Bass, 1985). There are four
important pillars of transformational leadership described by Avolio et al (1991), which
are: (1) “Idealized Influence (charismatic influence)” (2) ;‘Inspirational Motivation” (3)
“Intellectual Stimulation” (4) “Individualized Consideration”.

Four important dimensions of transformational leadership are described by Bass
(1995) which are as under:
2.6 (a) Charisma. “The leader provides vision and a sense of mission; instills pride, faith
and respect; excite, arouse and aspire their subordinates”.
2.6 (b) Individual considerations. “The leader provides coaching and teaching;
delegates projects to stimulate learning experiences; provides for continuous feedback;
and treats each follower as an individual”.
2.6 (c) Intellectual stimulation. “The leader provides subordinates with a flow of
challenging new ideas; motivates followers to think in new ways; emphasizes problem
solving and the use of reasoning before taking action”.
2.6 (d) Inspirations. “The leader acts as a model for subordinates; behaves in ways that
motivate and inspire followers by providing meaning and challenge; communicates a
vision”.

Transformational leadership contributes towards subordinates’ empowerment and
team members’ effectiveness (Ozaralli, 2002). It is positively associated with employees’
cooperative behaviors which in turn contribute towards high organizational performance

and have a positive influence on employees’ satisfaction (Bass and Avolio, 1993). The
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attributes of transformational leadership are adopted by leaders to enhance employees’
conﬁdencé in them and motivate them to exert their high level of efforts to get an
extraordinary ~ organizational ~performance beyond expectations (Bass, 1985).
Transformational and transactional leaderships are two famous and influential leadership
styles and a research conducted by Hatler and Bass (1988) explored that the former has a
strong positive relationship with perceived employees’ satisfaction than the later. It also
has more positive and strong correlation with knowledge management than transactional
leadership (Politis, 2001). Emotional intelligence play an irhportant role in the success of
a leader (Goleman, 1998) and those having the characteristics of high emotional
intelligence are inclined towards transformational leadership behaviors (Barling et al,
2000). It has a strong association with Individualized Consideration, Idealized Influence,
and Inspirational Motivation which are three important dimensions of transformational
leadership. At the other end laissez faire management and management by-exception both
(active and passive) have no association with emotional intelligence (Barling et al, 2000).
Transformational leader enhances organizational commitment, employees’ emotional
attachment with its goals and values and attachment with team members (Barling et al,
1996, Bass, 1998; Arnold et al, 2001).

Inspirational Motivation and Idealized Influence are practiced abundantly by
higher level managers as compare to the middle order managers and the remaining two
(Individualized Consideration and Intellectual Stimulation) are equally practiced by both
upper and middle managers (Bruch and Walter, 2007). At the upper management
subordinates’ job satisfaction is highly influenced by intellectual stimulation,
inspirational motivation and Idealized influence as compare to middle management;

whereas both groups are equally affected by Individualized Consideration (Bruch and
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Walter, 2007). The relationship between Organizational Citizenship Behaviors (OCB)
and Transformational Leadership is positively mediated by empowerment and trust
(Bartram and Casimir, 2006). Employees’ affective commitment is positively related with
Perceived organizational support, organizational citizenship behavior and lower rate of
turnover intention (Eisenberger et al, 1986; Wayne et al, 1997; Moorman et al, 1998).
Perceived organizational support is positively correlated with the perception of justice of
contingent workers (Liden et al, 2003). The previous researches showed that perceived
organizational support is influential in the affective commitment of expatriates, which are
then ready to elongate their tenure with the international assignment of an organization
(Shaffer et al, 2001). It is also a proven fact and a norm of reciprocity that if employees
perceive that they are being treated fairly and are backed by their organizations; they tend
to compensate by going an extra-mile than those, having a lower level of perceived
organizational support (Eisenberger et al, 2001).

Perceived organizational support is significantly related to affective commitment
and organization citizenship behavior (Liu, 2008). Affective commitment can be defined
as “the relative strength of an individual’s identification with and involvement in a
particular organization”, (Mowday et al, 1982). To understand the relationship between
organizations and their employees, the application of social exchange theory is highly
influential (Wayne et al, 2003). This theory suggests that when employees are provided
with a fair treatment from their employers and values their contribution and well-being,
employees feel a high level of support from their organizations and feel to reciprocate
accordingly. Perceived organizational support is highly associated with high job
performance (Erdogan and Enders, 2007), organization citizenship behavior (Piercy et al,

2006), commitment and reduced turnover (Loi et al, 2006). Supervisor’s integrity and
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honesty play an important role in the development of trust between employees and
supervisor (Ristig, 2009). The affective attachment of employees’ to the organization is
strengthen by increased perceived organizational support, which results into a higher
performance and helps in the accomplishment of organization’s objective (Eisenberger et
al, 1986). This is quite in accordance with the findings of Cook and Wall (1980), who
had explored that trust in management, is positively correlated with measure of
identification, loyalty and involvement. The relationship between procedural justice and
organizational citizenship behavior is mediated by trust in supervisor (Konovsky and
Pugh, 1994), and the association between organizational citizenship behaviors and
procedural justice is mediatéd by perceived organizational support (Moorman et al,
1998).

Perceived organizational support and integrity of 'supervisor are the significant
predictors of trust (Ristig, 2009). It is particularly important at the time of crisis to
increase and maintain the organizational and individual outcomes (Rhoades and
Eisenberger, 2002). There is a strong positive relationship between perceived
organization support and affective commitment, whereas perceived organizational
support and continuous commitment has a negative relationship (Aube et al, 2007). This
shows that perceived organizational support enhances the normative and affective
commitment and lower down the continuous commitment. When employees are
supported by the employers they develop a sense of belo'ngingness to the organization
and they feel pride working in such type of organization (Aube et al, 2007). Perceived

organizational support enhances the perception of pro-social behaviors among the police

officers.
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Procedural justice theory explores that how the stakeholders are affected by the decision-
making procedures. Procedural justice perception is contributed by several procedural
factors. Leventhal (1980) identified six principles which promote perceptions of
procedural justice (1) “consistent application of criteria” (2) “suppression of bias” (3)
“use of accurate information” (4) “opportunity for error correction” (5)
“representativeness” (6) “ethical treatment”. Nepotism and favoritism decreases the
subordinates trust in their management and perceived procedural justice mediate the
relationship between these two (Chen et al, 2004). Self-interest and selfishness at the cost
of fair treatment should be suppressed, because it puts the decision in doubt and make
lower the trust in decision maker (Leventhal, et al, 1980). When employees perceive that
fair procedures are implemented in the strategic decision making processes of their
organizations, then they express a high level of voluntary cooperation based on their
attitudes of commitment and trust (Kim and Mauborgne, 1998).

Conversely, when they feel that inequitable treatments are prevailing in the
organization, they do not take an active part in the strategic decisions (Kim and
Mauborgne, 1998). Procedural justice can be linked with trust because it demonstrates
respect for the employees and fairness in the part of the leader (Dirks and Ferrin, 2002).
Bies et al, (1988) found that characteristics like respect for individuals and politeness are
the key representatives of an individual’s interpretation of procedural justice (Kickul et
al, 2005). Equity sensitivity has an indirect effect on perceived organizational justice
(Kickul et al, 2005). A research undertaken by Kickul et al (2005) found that the
relationship between an employees’ equity sensitivity and their perceptions of procedural
justice is mediated by the perceived organizational trust. The importance of procedural

fairness can be extracted from the fact that if the goals of individuals are not fulfilled and
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they perceive that the procedures were fairly impleménted, yet they will not be
dissatisfied with their unaccomplished personal goals (Lind and Tyler, 1988). Privacy is
considered as a key indicator in today’s businesses (Culnan and Armstrong, 1999). When
fair procedures are applied for the protection of individuals’ privacy then they will not be
unwilling to disclose their private information, which are necessary for business use
within the organizations for the creation of customers’ profile (Culnan and Armstrong,
1999). A Georgia Tech (1996) survey cited by Culnan and Armstrong (1999), found that
78% of the survey participants were willing to provide demographic information about
themselves to the owner of the web-site if “a statement wa;s provided regarding how the
statement was used”. Only 6% of the participants were not ready to disclose their
demographic information under any circumstances (Georgia Tech, 1996).

Trust can be created between the providers and customers which is crucial for
their businesses (Gutek and Barbara, 1995). If the trust is low, it is likely that customer
will take their business somewhere else. If the trust is absolute and of high level in the
services provider, he will be in a better position to collect more information about
customers which will be helpful in fulfilling the customers in the best possible manner
(Gutek and Barbara, 1995). An absolute trust in services providers let them a chance for
the exploitation of customer (Gutek and Shapiro 1998). Organizational justice literature
suggests tﬁat the association between trust and privacy perceptions is highly influenced
by procedural fairness of the company practices (Bies, 1993). It was explored by the
previous researchers that management team of International Joint Venture are more
committed to International Joint Venture as compare to their parent firms, and was also
explored a strong positive association among organizational commitment, procedural

justice and strategic decision control (Johnson et al, 2002). When team members
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perceive that their leader behaves in a procedurally fair manner; they are more likely to
commit to the decisions (Korsgaard et al, 1995). Threats and legal coercions are
regulatory tools; most of the time they are ineffective in .gaining compliance (Murphy,
2004). If the regulators act fairly, people will trust their motives and will accept their
decisions voluntarily (Murphy, 2004). Trust in managers is considered as an important
factor for getting better performance and it acts like a lubricant by making the relations
more harmonious among actors and thereby reducing the transaction cost (Creed and
Miles, 1996). Employees’ involvement in the decision making, perceived organizational
support, transformational leadership and fulfilling employees’ expectations have
significant association with trust in leaders (Dirks and Ferrin, 2002). Past experiences and
future interaction chances both are remarkably influenced by trust, and both are
considered as relevant in the organizations. When individuals have well past experiences
with the organization, they will be quite willing to do something for the benefits of
organization.

Good reputation is a sign of positive expectations in future, which increases the
employees’ trust level and enhances the willingness of actors to cooperate (Buskens,
1999; Lewicki and Benedict; Bunker, 1996; Gautschi, 2002). To trust someone has an
effect of magic; a trustworthy person is considered like an ideal by the trustees, and they
try to mould their lives according to him. They try to do that; what he or she is doing and
seek always interaction with him (Bijlsma and Bunt, 2003). On the other hand individuals
try to avoid those who are not trustworthy and do not like to share any sort of interaction
with them (Bijlsma and Bunt, 2003). In a nutshell we can say that “trust begets trust and
distrust begets distrust” (Bijlsma and Bunt, 2003). Trust can be utilized as a controlling

technique because it makes lower the transaction costs; it is easy to understand that high
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trust climate reduces the controlling and other monitoring mechanism (Handy, 1993;
Whitney, 1993; Cumming and Bromiley, 1996). On the other hand Das and Teng (1998)
rejected the idea of trust as a control mechanism; they added that control and trust both
promote cooperation between the two parties. When the climate of trust is prevailing
among team members, then the cost of monitoring activities reduces considerably which
in turn enhances the overall performance of team members and create positive synergy
(Costa et al, 2001). Employees who consider their managers as authoritative, have a
lower degree of trust in them than employees who classify their managers as participative
and democratic (Bijlsma and Bunt, 2003).

The determinants of trust in managers show that performance evaluation and
monitoring, performance guidelines to enhance individuals’ output, helping others in time
of troubles, willingness to listen the ideas of subordinates at all levels and cooperation for
the sake of problem identification and solving are consi&ered as behaviors which are
related with a trustworthy manager (Bijlsma and Bunt, 2003). Cooperative and supportive
relationship at work site, honesty and integrity to maintain the working environment
positive and productive are the significant consequences of trust in managers. It gives
way to open-mindedness and influence the quantity and quality of exchanging
information (Tyler, 1998; Diffie-Couch, 1984; Bartolme, 1989). Decision making
processes are being made effective and reinforced by having trust in managers (Mishra
and Morrissey, 1990), play a key role to make the employees willing for cooperation and
collaborations and improve the capability of employees against crises handling (Mishra
and Morrissey, 1990; Hoy et al, 1996; Diffie-Couch, 1984; Mishra, 1996).
Empowerment, organizational communications and procedural justice are the key

determinants of employees’ trust in their managers (Tzafrir et al, 2003) and procedural
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justice mediate the relationship between trust in managers and employees’ development.
The Resource Based View (RBV) says that firms can achieve sustainable competitive
advantage by having intangible resources (Barney, 1986). Trust triggers the passions for
excellence and modern organizations pay great attention to this important intangible
resource and in absence of it, severe negative consequences may occur (Greenberg and
Cropanzano, 1999). An atmosphere of open communication and high procedural justice
can be obtained by the effective use of Human Resource Management (HRM) practices
and employees’ trust in their managers can be enhanced by empowerment (Schuler,
1992; Gould-Williams, 2003; Barney and Hansen, 1994).

Another important research conducted by Moye and Henkin (2005) on
interpersonal trust and employees’ empowerment revealed that employees who are
delegated with authority and have some involvement in decision making have a higher
level of trust in their managers (Cook and Wall, 1980). High trust among individuals and
groups within the organization is considered as a significant predictor of organization’s
long term stability and of its employees’ well-beings. Organizational politics has an
influence on the development of employees’ trust in their supervisor. When
organizational politics is perceived as low, employees are willing to cooperate and help
each other as compare to high organizational political climate (Poon, 2006).

Continuous improvement is considered as an important phenomenon by the
organizations because it brings innovations in the processes, products and services of the
organization which bring competitive advantage for the organization (Anderson et al,
1994). 1t is considered as a proactive form of employees’ activity and key element of
Total Quality Management and promotes the employees participations in the quality

improvements programs which make sure the good quality (Lee, 2004). Continuous
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improvement efforts are necessary for the implementation of TQM and the correct
problem identification and rectification are the prerequisites for continuous improvement.
This can only are achieved through effective people empowerment (Gatchalian, 1997).
There are common guiding principles in TQM which can be summarized in the acronym
ACCEPT:

A - “Aim for customer satisfaction”.

C - “Communicate and co-ordinate all activities”.

C — “Co-operate towards continuous improvement”.

E — “Empower the employees”.

P — “Promote usage of problem-solving tools”.

T — “Training for quality is forever”.

The concurrent use of continuous improvement tool is the most effective in the
manufacturing organizations (Emiliani, 1998). Separation between project management
models and product development processes; and coordination for the improvement
programs are important success factors for continuous improvement (Nilsson-Witell et al,
2004).

Continuous improvement can be defined as “an organization-wide process of
focused and sustained incremental innovation” (Bessant and Caffyn, 1997). Involving the
combination of different forms of learning, continuous improvement activity generates
the most favorable result for an organization (Barnett, 1994). The ten core threads of
quality improvement derived from the research of Chang (1995) are as under:

(1 Intense customer focus: Product and service attributes which
add value to the customer and enhance customer satisfaction

become the foundation of the organization’s quality improvement
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)

3)

(4)

system. An extra-ordinary attention is paid to emerging customer
and market requirements, customer-satisfaction determination
and measurement, and customer responsiveness.

Hands-on senior management involvement: Senior
management must personally be involved with creating systems
and strategies for achieving quality leadership, as well as
establishing and communicating quality improvement
expectations and priorities. Functioning as role models, senior
management instills the quality improvement philosophy,
reinforces customer focus, and supports workforce development
and participation.

Deployment of strategic objectives: Strategic objectives and
quality improvement goals have been linked and deployed
systematically to all functional work groups, as well as linked to
improvement team efforts. Employees at all levels understand
their specific roles and responsibilities for developing and
implementing strategies and plans for achieving quality
improvement goals.

Continuous process improvement: This focus is instilled
throughout the organization’s operations as evidenced by
repeated cycles of planning, implementation and evaluation both
incremental and breakthrough improvements being experienced
with products and services (new and existing), customer values

and internal operations.
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(6)

M

®)

Empowered involvement of satisfied employees: Workforce
satisfaction and empowered involvement are considered as key
requirements for improving customer satisfaction and operating
performance. Operating policies and practices project a
philosophy of customer force and allow employees to carry out
customer-focused problem solving and decision making.
Long-term orientation: Quality leadership is gained through a
willingness to make long-term commitments to key stakeholders,
for example, customers, employees, suppliers, shareholders.
Planning processes maintain a strong future orientation and
anticipate changes which may affect the organization in the short
and longer terms, including technology, customer requirements
and regulations.

Targeted measurement data: Management and employee
decisions are driven by fact-based measurement data, including:
customer satisfaction; product and service quality; benchmarked
and competitive comparisons. Measurement data linked to key
customer satisfaction and operation performance indications are
tracked and analyzed to determine trends and lessons learned,
and which influence on-going quality planning and improvement
efforts.

Market responsiveness: Cycle time to introduce new or
improved products and services has continuously been reduced in

order to meet the increasing demands of a competitive

25



A aea

®

(10)

marketplace. Major improvements have been experienced in the
organization of work, product and service delivery processes and
in the ability of the organization to anticipate important market
shifts.

Continuous learning and development: Investments made in
workforce learning and developments are considered, as an
important, required and ongoing ingredient to achieve the
organization’s performance improvement goals. Learning and
development efforts have been designed to meet the needs of an
increasingly diverse workforce and provide for more flexible and
targeted training delivery options.

Internal and external partnerships: Strong internal
partnerships, such as cross departmental teaming, collaborating
with unions and external partnerships, including customers and
suppliers, have been built to help accomplish quality
improvement goals and build operational strength. By
establishing tenacious partnerships, both internally and
externally, the organization can build greater operating

effectiveness and establish new market opportunities.

Based on literature review, four factors: “Management commitment, Employees’
empowerment, Rewards, and Feedback and review” are the key elements in encouraging
employees for enhanced environmental performance (Govindarajulu and Daily, 2004). A

detailed research survey conducted on 15 Small and Medium Enterprises (SMEs) showed
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that the culture of continuous improvement is mandatory for the innovations and
creativity (McAdam et al, 2000). Hill and Wilkinson (1995) have identified the following
three principles of continuous improvement (1) “Customer orientation where quality
means meeting both internal and external customers”. (2) “Process orientation where
activities performed within an organization can be broken down into basic tools”. (3)
“Continuous improvement which involves the improvement of both products and
processes”.

The performance of an organization can be improved by having the cultural
elements of customer focus, continuous improvement and employees’ involvement; and
these elements are likely to be stronger in the organizations where TQM is practiced
(Gore Jr., 1999). When the deterioration of support for TQM and organizational
enthusiasm occur, the long term quality improvement of an organization might be
jeopardized and the performance tends to decrease (Longenecker and Scazzero, 1996).

Social identity theory states that, individuals classify the society in different
social groups, such as gender, nationality, age groups etc. (Tajfel and Turner, 1985).
Social identification is the perception of belongingness to a group; organizational
identification is a specific form of social identiﬁcation' in which individuals define
themselves in terms of their organizational membership (Lee, 2004). Organizational
identification literature reveals that individuals who identify themselves with their
employing organization tend to do those activities which are in congruence with the
organizational identity and values; refrain from those activities which go against the
sovereignty of organization (Ashforth and Mael, 1983). The research explored that
organizational identification has a strong positive relationship with extra-role behaviors,

cooperative behaviors, and intention to stay with the employing organization (Abrams et
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al, 1998; Mael and Ashforth, 1995). If procedures are perceived as fair, employees will
consider that they are being respected and valued by the organization and top
management; consequently they start to trust the authorities and are committed to build
long-term relationship with them and identify themselves with the organization (Tyler
and Lind, 1992). Developing trust of the employees is a difficult job, once the authorities
are considered benevolent and trustworthy by the employees; it results in a greater work
motivation in favor of the organization (Tyler, 1999). The members show a high degree
of identification with the group when they have trust in their fellow members, satisfied
with the group membership, and cooperate with one another (Chan, 2005). A research
suggested that organizational members’ behaviors and performance are highly related to
their level of organizational identification and commitment (Chan, 2005). Employees
who are high in Organizational Identification (OI) are eciually beneficial for both; the
accomplishment of organizational and their personal objectives. Lower absenteeism and
employees’ turn over rates, high organizational performance and employees’ in-role
behaviors come under the category of organizational objectives; high motivational level
and increased job satisfaction come under the head of employees’ personal objectives
(Dick et al, 2005).

It is argued that trustworthy behaviors of the school principal such as being open
and honest with teachers, treating them as colleagues, being sensitive to their needs and
setting reasonable performance standards are the key indicators of teachers’ identification
with the school. There should be a balance between work and family responsibilities;
organizations are encouraged to keep a proper balance between these so that employees
can work properly and their organizations might go ahead§ on the other hand imbalance

creates work stress (Gutek et al, 1988). When there is no ample support from the
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organization’s side, many working parents tend to quit the organization (Glass and Estes,
1996). Organizational identity is a sub set of social identity in which an individual
defines himself / herself by the same attributes that defines his or her organization
(Dutton et al, 1994; Mael and Ashforth, 1992). It is firmly supported by the literature that
individuals tend to identify themselves strongly with the organizations having distinctive
and positive practices, values and attributes; to enhance their self esteem, perceived status
and exclusivity (Ashforth and Mael, 1989). Employees with high level of organizational
identification are more likely to be committed to the organization and have lower
turnover intentions, because they experience “physic loss” if they leave their organization
(Mael and Ashforth, 192; Knippenberg and Schie, 2000).
2.7 RESEARCH MODEL AND VARIABLES:

Following is the proposed model for this research:

Independent variables. Dependent variable. Outcomes

Figure 2.11. Schematic diagram of theoretical framework.
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2.8 HYPOTHESIS:
The following five hypotheses are developed:
H1:
Procedural justice has positive relation with trust in management.
H2:
Perceived organizational support (POS) has positive significant relation with trust in
management.
H 3:
Transformational leadership has positive significant relation with trust in management.
H 4:
When employees trust in their management, then they make efforts for continuous
improvement.
H 5: When employees trust in their management, then they identify themselves with the

organization.
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CHAPTER NO.3

RESEARCH METHODOLOGY

3.1 Sample and Data Collection:

Total of 400 survey questionnaire were distributed among the respondents. Out of
the total; 118 responses were either incomplete or of no use to be included in the study,
so they were excluded from the study. The participants were from eight (8) different
private and public sector organizations of Banking, Higher Education, Telecom and
Health sectors. Of the participants 45% were in management positions and the rest of
55% labeled themselves as non-management position holders. The respondents were
44% female and 56 % male. There ages ranged from 25.to 48 years and 58 % of the
respondents have been with the organization between six months and ten years and the
rest, 42 % being employed for more than ten years. The qualification of respondents
ranged from Intermediate to PhD and maximum responses came from master qualified
people which were (227) in number.

3.2 Procedure:

The survey instruments were distributed personally to the respondents for the
purpose of high return rate. A brief cover letter was attached with the questionnaire, in
which the author explained the purpose of the research and assurance of the
confidentiality. All the participants were volunteers and hence no reward was offered to

them in response of rating the questionnaire.
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3.3 Questionnaire measures:

All the variables in our proposed model were measured through the validated
research instruments. The reliability of the scales is satisfactory, showing Cronbach alpha
greater than 0.70. Employees were asked to indicate the exient to which they are agree or
disagree with each description on a five-point Likert scale ranging from 5 = “strongly
agree” to 1 = “strongly disagree”.

Following items were used:

3.3.1. The four items used to measure trust in managers were adapted from Cook and
Wall’s (1980). The reliability for the original subscale was 0.70. An example item was “I
feel quite confident that my manager will always try to treat me fairly”. The Cronbach
Alpha for trust in Managers was 0.80 for the current study.

3.3.2. Organizational identification was measured by using a scale of four items
adopted from Cook and Wall (1980) and Mael and Ashforth (1992) cited by Lee (2004).
Cronbach alpha for this scale was 0.94 for the current study and reliability for the original
scale was 0.82.

3.3.3. Continuous improvement was measured by using four items scale adopted from
Peccei and Rosenthal (1997) with a reliability score of 0.77. The Cronbach alpha for
continuous improvement for the current study was 0.95.

3.3.4. Three question were used to measure Perceived Organizational Support (POS),
extracted trom the short version of the Survey of Perceived Organizational Support
(SPOS) instrument devised by Eisenberger et al (1986), having a Cronbach alpha 0.93

and the Alpha reliability for the current study of this construct was 0.95.
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3.3.5. Six items, adopted from the instrument developed by Niehoff and Moorman (1993)
were used to measure the procedural justice having the Cronbach Alpha 0.75 and Alpha
reliability for the current study was 0.96.

3.3.6. Twenty items scale which was a short version of Multifactor Leadership
Questionnaire (MLQ) was used to measure the Transformational Leadership having

Cronbach Alpha 0.73 and Alpha reliability for the current stud was 0.83.
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CHAPTER NO A4 -
RESULTS AND DISCUSSION

4.1. Structural Equation Model (SEM)

1.04
13.09
1 1
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Figure 4.1: Results of Trust in Managers Model.
TL  Transformational Leadership trust Trust in Managers
PJ Procedural Justice Org_ID Organizational Identification
POS  Perceived Organizational Support  CI Continues Improvement.
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The above Figure 4.1 shows the relationship among the variables and the structural

equation model helps to measure the important predictors and outcomes of Trust in

Managers.

Table 4.2 Index of fit of the Model

Model Summary

Chi Square
850.669

—

Table 4.3  Hypotheses testing based on Regression weights

Degree of freedom

10

P —value

0.000

Variables B Estimates Critical Rmﬁ P-value Results
Trust <--- TL 066 .009 6.964 ***  Accepted
Trust <--- PJ .098 032 3.038 002  Accepted
Trust <--- POS 063 .027 2.341 .019  Accepted
Org ID <--- Trust a7 096 8.067 ***  Accepted
Cl < Trust 871 097  9.008 ok Acﬁ_ptedj_

The index of fit for our model is shown in table 4.2. Taking degree of freedom

(10) into account, most index values approach the general standard of index fit. It is

evident from the analysis that overall the research model is significant (Chi= 850.669)

and (P<0.05).

The Results of above hypotheses test of the relationship between constructs

including Trust in Managers, Transformational Leadership, Procedural Justice, Perceived
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Organizational Support, Organizational identification and Continues improvement are

shown in table 4.3 and figure 4.1.

The above table 4.3 shows the Beta value (= .07) between TL and trust; and the
relationship is evident from the analysis that if there is one degree change in TL there
would be 7% change in trust. Whereas the relationship bétween PJ & trust and POS &
trust shows the value of (B= 0.10) and (B=0.06) respectively. The analysis highlight the
relationships between Trust in managers and TL, PJ and POS which are statistically
significant (P<.05) and all the variables are integrated in the business process that have
visible role in the organizational performance.

The Table further reveals the regression weighted ($=0.77) and ($=0.87) between
trust, Org_ID and CI respectively and the relationship is marked that if there is one
degree change in trust there would be 77% change in Org__ID and 87% change in CI; and
it is further indicated that the relationship is statistically significant. From the result of
Structural Equation Modeling (SEM) it is evident that the predictors of trust in managers
which are (POS, TL, and PJ) have a weak positive relationship with trust in managers and
outcomes which are (CI, Org_ID) have a very strong positive relationship with trust in
managers.

4.4 Discussion:
The Structural Equation Modeling (SEM) results show that the three independent

variables (Transformational Leadership, Procedural Justice and Perceived Organizational
Support) which are considered as the predictors of trust. in managers have a positive
relationship with the dependent variable (Trust in Managers). Of these three predictor
variables the most significant is Procedural Justice (PJ) with (B= 0.10) and the

relationship between TL, PJ, POS and Trust in managers is statistically significant
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(p<.05). The analysis reveals that Transformational Leadership (TL), Procedural Justice
(PJ) and Perceived Organizational Support (POS) are the determinants of Trust in
Managers having positive Betas (=0.07), (=0.10) and (p=0.06) respectively. There is a
dearth of supportive research for the relationship between perceived organizational
support and trust in managers (Connell et al, 2003). But they by themselves have found
the relationship between these two variables and directed the researchers to further
explore this relationship which was confirmed by this research. So the results supported
the first hypothesis of this research. |

Most of the researchers have found that once subordinates’ trust is developed in
their managers in an organization, it will be considered as a bold step towards the
betterment of the organizational performance. This study has pointed out some important
constructs to the managers that how can they developed their subordinates trust in
management. These include the adoption of Transformational Leadership attributes,
ensuring Procedural Justice and supporting their employees at all the hierarchical levels
of an organization. This research is supportive of the research conducted by Connell et al
(2003) which had concluded that Transformational Leadership, Procedural Justice and
Perceived Organizational Support are the significant determinants of Trust in Managers
with Beta values (§=0.33), (f=0.28) and ($=0.31) respectively. His finding declared that
(POS) is the strongest determinant among the above stated three determinants of trust in
managers with the highest Beta (=0.33). In our research although it is proven that all the
three predictor variables have positive relationship with the dependént variable of Trust
in Managers but a slight variation is that the strongest relationship is between the
Procedural Justice and Trust in Managers as compare to the results of Connell et al

(2003). All this reveals that our first three hypotheses are supported by the results. The
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leadership style characterized by Transformational Leadership attributes is significantly
associated with team members’ trust in their Leader/Manager (Gillespie and Mann,
2004). All the transformational leadership practices (Attributed Charisma, Idealized
Influence, Inspirational Motivation, Intellectual Stimulation and Individualized
Consideration) are significantly associated with trust in managers (Butler et al, 1999).
The second half of the Model explains that Trust in Managers have a very strong positive
relationship with Organization Identification (Org_ID) and Continuous Improvement
efforts (CI) with Beta values (=0.77) and (B=0.87) respectively at (p<.05); which
explains that the relationship is statistically significant. This explains that once
subordinates’ trust is developed in their managers; 4they go for Organizational
Identification and Continuous Improvement efforts. These are considered as important
predictors of enhanced organizational performance. Our fourth and Fifth hypotheses are
strongly supported by these findings. A research conducted by Lee (2004) showed that
trust in managers have no direct significant relationship with employees’ continuous
improvement efforts. He further added that there might be some ‘conditions’ or
‘moderators’ which can enhance the relationship of trust with continuous improvement
efforts. Lee (2004) declared that Organizational Identification is a strong moderator
which increases the relationship between trust and Continuous Improvement efforts. Our
results oppose the Lee (2004) findings that trust has no direct relationship with the
continuous improvement efforts. The strongest relationship in this study is between Trust
in Managers and Continuous Improvement efforts with Beta (=0.87, p<.05). The last
hypothesis that trust and Organizational Identification (OI) have positive relationship is
also strongly supported with Beta (=0.77). This hypothesis is supportive of the Tyler

and Lind (1992) research findings; which states that when fair treatments are prevailing
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in the organizations; their employees consider that they are being respected by the
organization and top management. Consequently employees start to trust the authorities
and become committed to build long term relationship with their organizations and
identify themselves with their organizations. Once trust is developed, it results into a
greater work motivation in favor of the organization (Tyler, 1999). Our Fifth and last
hypothesis support the argument of Tyler and Lind (1992) that Organizational
Identification is the outcome of trust in managers.

4.5 Findings:

In light of thorough literature review and empirical results of this research it is
stated confidently that this research has made an important contribution in the existing
body of literature. This research has explored some important antecedents and outcomes
of trust in managers as was directed by the previdus researchers to find out.
Transformational Leadership, Perceived Organizational Support and Procedural Justice
(Independent Variables) are declared as the significant predictors of Trust in Managers
(Dependent Variable). Organization Identification and Continuous Improvement efforts
are the significant outcomes of Trust in Managers. In light of these findings managers are
advised to play their best possible roles for the environment where the atmosphere of
justice would be prevailing. Transformational Leadership attributes are strongly
recommended for the managers to get better results. Organizations should take a great
care of their employees because they in turn will go an extra mile for the better
performance of the organization, following the norm of reciprocity. Once the employees’
trust is developed in their managers then they go for Organization Identification and

Continuous Improvement efforts.
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CHAPTER NO.5

CONCLUSION

5.1 Conclusion:

This is the age of creativity and innovation. Organizations of every kind are very
sensitive to the market and are very much flexible in nature so that they can transform
themselves according to the demands of the market. In such a volatile and rapidly
changing situation the employees who share a common fate with their employing
organization will contribute more in time of changes and crisis. Ups and downs are part
of the businesses; trusting employees will not leave the organization in times of trouble.
Creating trust climate is really expensive and time consuming job, but once it is
developed it leads to organizational identification and continuous improvement efforts of
the employees; which are considered as the sources of competitive advantage.

After a thorough literature review and analysis of the current research it becomes
crystal clear that building subordinates’ trust in their managers is difficult job but it is
mandatory for the better performance of the organization. Building subordinates trust is
difficult but not yet impossible to be achieved. This research has find out some important
determinants of trust in managers like Transformational Leadership, Procedural Justice
and Perceived Organizational Support. So managers are advised to practice these

important determinants of trust which in turn will enhance the organizational

performance.
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5.2 Practical Implications:

This study has taken into account an important variable of “Trust in Managers”
that of subordinates. Trust is an on-going process, it is not like a pay-check, and it
requires a lot of resources consumption and is very difficult to develop (Annison and
Wilford, 1998, p.34). Once subordinates’ trust is developed in their managers, this is the
signal of decreased turnover intentions and high level of organizational commitment (Tan
and Tan, 2000). It is evident from the above discussion that developing trust is an
important and difficult job. This study has highlighted -some of the very important
predictors of trust in managers which might be taken into account by the top management
and HR professional of each and every organization; while devising their policies and
procedures. If management pays for Transformational Leadership practices, Procedural
Justice and Perceived Organizational Support at one end; gain more than its’ cost in the
form of employees’ Organizational Identification and Continuous Improvement efforts at
the other end.

5.3 Limitations and future research directions:

Our sample size was 282 respondents from four different industries (Banks,
Higher Education Institutions, Telecom and Health Institutions) and does not fulfill the
minimum requirement of social sciences which is minimum (400); so the generalizability
of the results is limited by the small sample size. Second we have used a short measure
of Perceived Organizational Support (POS). A more comprehensive measure of (POS)
can be used to find out the exact relationship between (POS) and trust. Lastly a short
version of Multifactor Leadership Questionnaire (MLQ) was used in this study which can

create some biasness in the relationship.
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To cope with the issue of generalizability, a more diversified study sample is
advised for future research to make a significant contribution to the research in this area.
Second, apart from the predictor variables of this researcﬁ there can be other important
predictors of trust in managers which might be explored by the future research. This
model can also be tested in some other cultural settings for the confirmation and
generalizability of the results. Lastly the two important outcomes of this research are not
enough and absolute, there may be some other outcomes of trust in managers which can

be explored by further research.

42



BIBLIOGRAPHY

Abrams, D., Ando, K., Hinkle, S. (1998). Psychological attachment to the group:
Cross-cultural differences in organizational identification and subjective norms as
predictors of workers’ turnover intentions. Personality and Social Psychology
Bulletin, 24, 1027-1039.

Adebayo, D.O. (2005). Ethical attitudes and pro-social behavior in the Nigeria police:
Moderator effects of perceived organizational support and public recognition
policing. An International Journal of Police Strategies & Management, 28, 684-
705

Allen, N.J., & Meyer, L.P. (1990). The measurement and antecedents of affective,
Continuance and normative commitment to the organization. Journal of
Occupational Psychology, 91, 1-18.

Allen, T.D., Freeman, D.M., Russell, J., Reizenstein, R.C., & Rentz, J.O. (2001).

Survivor reactions to organizational downsizing: does time ease the pain?.
Journal of Occupational and Organizational Psychology, 74, 145-164.

Alexander, S., & Ruderman, M. (1987). The role of procedural and distributive justice in
Organizational behavior. Social Justice Research, 1, 177-198.

Andaleeb, S.S., & Charles, 1. (1996). An experimental investigation of satisfaction and
commitment in marketing channels: the role of trust and dependence. Journal of
Retailing, 72, 77-93.

Anderson, J.C., Rungtusanatham, M., & Schroeder, R.G. (1994). A theory of quality
management underlying the deming management method. Academy of

Management Review, 19, 472-509.

43



Amold, K:A., Barling, J., & Kelloway, E.K. (2001). Transformational leadership or the
iron cage: which predicts trust, commitment and team efficacy? Leadership &
Organization Development Journal, 22, 315-20.

Ashforth, B.E., & Mael, F. (1989). Social identity theory and the organization. Academy
of Management Review, 14, 20-39.

Aube, C., Rousseau, V., & Morin, E.M. (2007). Perceived organizational support and
organizational commitment: The moderating effect of locus of control and work
autonomy. Journal of Managerial Psychology, 22, 479-495

Barling, J., Weber, T., & Kelloway, E.K. (1996). Effects of transformational leadership
training on attitudinal and fiscal outcomes: a field experiment. Journal of Applied
Psychology, 81, 827-32.

Barling, J., Slater, F., & Kelloway, E.K. (2000). Transformational leadership and
emotional intelligence: an exploratory study. Leadership and Organization
Development Journal, 21, 157-161.

Barnett, C.K. (1994). Organizational learning and continuéus quality improvement in an
automotive manufacturing organization. PhD dissertation, University of
Michigan, Ann Arbor, MI.

Barney, J.B. (1986). Organizational culture: can it be a source of sustained competitive
advantage? Academy of Management Review, 11, 656-165.

Barney, J.B., & Hansen, M.H. (1994). Trustworthiness as a source of competitive
advantage. Strategic Management Journal, 15, 175-90.

Barney, J.B., & Hansen, M.H. (1994). Trustworthiness as a source of competitive

advantage. Strategic Management Journal, 15, 175-190.

44



Bartolme, F. (1989). Nobody trusts the boss completely — now what?” Harvard Business
Review, 67, 135-142.

Bartram, T. & Casimir, G. (2006). The relationship between leadership and follower in-
role performance and satisfaction with the leader. Leadership & Organization
Development Journal, 28, 4-10.

Bass, B.M. (1985). Leadership and Performance beyond Expectations, Free Press, New
York, NY.

Bass, B.M., & Avolio, B.J. (1995). The Multifactor Leadership Questionnaire (5X), Mind
Garden, Palo Alto, CA.

Bass, B.M. (1990), Bass and Stogdill’s Handbook of Leadership, 3rd ed., The Free Press,
New York, NY.

Bass, B.M., & Avolio, B.J. (1993). Transformational leadership: a response to critique in
Chemers, M.M., & Ayman, R. (Eds), Leadership theory and research:
pers})ectives and directions, Academic press, San Diego, CA, 49-80.

Bass, B.M. (1985). Leadership and Performance beyond Expectations, Free Press, New
York, NY.

Bass, B.M. (1998). Transformational Leadership: Industry,. Military and Educational
Impact, Erlbaum, Mahwah, NJ.

Bessant, J., & Caffyn, S. (1997). High-involvement innovation through continuous
improvement. International Journal of Technology Management, 14, 7-28.

Bies, R. J., & Shapiro, D.L. (1988). Voice and Justification: Their Influence on
Procedural Fairness Judgments. Academy of Management Journal, 31, 676-685.

Bies, R.J., (1993). Privacy and Procedural Justice in Organizations. Social Justice

Research, 6, 69-86.

45



-1

Bijlsma, K.M., & Bunt, G.V.D. (2003). Antecedents of trust in managers: a “bottom up”
approach. Personnel Review, 32, 638-664.

Blau, P.M. (1964). Exchange and Power in Social Life, Wiley, New York, NY.

Chan, S.H. (2005). Organizational identification and commitment of members of a
human development organization. Journal of Management Development, 25, 249-
268.

Chang, R. (1995). Core threads of continuous improvement. Management Development
Review, 8, 14-16.

Chen, C.C., Chen, Y.R., & Xin, K. (2004). Guanxi Practices and Trust in Management: A
Procedural Justice Perspective. Organization Science, 15, 200-209.

Cohen, D., & Prusak, L. (2000). In Good Company: How Social Capital Makes
Organizations Work, Harvard Business School Press, Harvard, MA.

Connell, J., Ferres, N., & Travaglione, T. (2003). Engendering trust in manager-
subordinate relationships: Predictors and outcomes. Personnel Review, 32, 569-
587.

Cook, J., & Wall, T. (1980). New work attitude measures of trust, organizational
commitment and personal need non-fulfillment. Journal of Occupational
Psychology, 53, 39-52

Costa, A.C., Roe, R.A. and Taillieu, T. (2001), “Trust withi.n teams: the relation with
performance effectiveness”, European Journal of Work and Organizational
Psychology, Vol. 10 No. 3, pp. 225-44.

Costa, A.C. (2003). Work team trust and effectiveness. Personnel Review, 32, 605-622.

Creed, W.E.D., & Miles, R.E. (1996). Trust in organizations: a conceptual framework.

46



In Kramer, RM., & Tyler, T.R. (Eds), Trust in Organizations: Frontiers of
Theory and Research, Sage, London, 16-39.

Culnan, M.J. & Armstrong, P.K. (1999). Information Privacy Concerns, Procedural
Fairness, and Impersonal Trust: An Empirical Investigation. Organization
Science, 10, 104-115.

Cummings, L.L., & Bromiley, P. (1996). The Organizational Trust Inventory (OTI):
development and validation. In Kramer, R M. and Tyler, T.R. (Eds), Trust in
Organizations: Frontiers of Theory and Research, Sage, London, 302-333.

Das, T.X., & Teng, B.G. (1998). Between trust and control: developing confidence in
partner cooperation in alliances. Academy of Management Review, 23, 491-512.

De Furia, G.L. (1996). Facilitator’s guide to the interpersonal trust surveys, Jossey-Bass,
San Francisco, CA.

Deming, W.E. (1986). Out of the Crisis, MIT Center for Advanced Engineering Study,
Cambridge, MA.

Dean, J.W., & Bowen, D.E. (1994). Management theory and total quality management: a
comparison and critical evaluation. The Academy of Management Review, 19,

392-418.

Dirks, K.T., & Ferrin, D.L. (2001). The role of trust in organizational settings.
Organization Science, 12, 450-67.
Dirks, K. T., & Ferrin, D. L. (2002). Trust in Leadership: Meta-Analytic Findings and

Implications for Research and Practice. Journal of Applied Psychology, 87, 611-

628.

47



2 R Y o

Dolan, S.L., & Garcia, S. (2002). Managing by values: cultural redesign for strategic
organizational change at the dawn of the 21st century. Journal of Management
Development, 20, 101-17.

Eisenberger, R., Huntington, R., Hutchinson, S., & Sowa, D. (1986). Perceived
organizational support. Journal of Applied Psychology, 71, 500-507.

Dutton, J., Dukerich, J., & Harquail, C. (1994). Organizational images and member
Identification. Administrative Science Quarterly, 39, 239-63.

Eisenberger, R., Fasolo, P.M., & Davis-LaMastro, V. (1990). Effects of perceived
organizational support on employee diligence, innovation, and commitment.
Journal of Applied Psychology, 53, 51-9.

Eisenberger, R., Armeli, S., Rexwinkel, B., Lynch, P.D., & Rhoades, L. (2001).
Reciprocation of perceived organizational support. Journal of Applied
Psychology, 86, 42-51.

Emiliani, M.L. (1998). Continuous personal improvement. Journal of Workplace
Learning, 10, 29-38.

Erden F., & Ozen J. (2003). Cognitive and affective dimensions of trust developing team
performance. Arn International Journal, 9,131-135.

Erdogan, B., & Enders, J. (2007). Support from the top: supervisors’ perceived
organizational support as a moderator of leader-member exchange to satisfaction
and performance relationships. Journal of Applied Psychology, 92, 321-30.

Fairholm, M.R., & Fairholm G. (1999). Leadership amid the constraints of trust.
Leadership & Organization Development Journal, 21, 102-109.

Folger, R., & Greenberg, J. (1985). Procedural justice: an interpretative analysis of

48



personnel systems. In Rowland, K.M. and Ferris, G.R. (Eds), Research in
Personnel and Human Resource Management, 3, JAI Press, Greenwich, CT, 141-
83.

Folger, R., & Konovsky, M. (1989). Effects of procedural and distributive justice on
reactions to pay raise decisions. Academy of Management Journal, 32, 115-130.

Gambetta, D. (1988). Trust: Making and Breaking Cooperative Relations. Basil
Blackwell, New York, NY.

Gatchalian, M.M. (1997). People empowerment: the key to TQM success. The TOM
Magazine, 9, 429-433

Georgia Tech Research Corporation, (1996), “Fifth WWW ster Survey,” URL:
http://www.cc.gatech.eduw/gvu/user surveys. April.

Glass, J.L., & Estes, S.B. (1996). Workplace support, child care, and turnover intentions
among employed mothers of infants. Journal of Family Issues, 17, 317-335.

Goleman, D. (1998a). What makes a leader? Harward Business Review, November-
December, 93-102.

Gore, E.W. (1999). Organizational culture, TQM, and business process reengineering:

An empirical comparison. Team Performance Management: An International
Journal, 5, 164-170.

Gould-Williams, J. (2003). The importance of HR practices and workplace trust in
achieving superior performance: a study of public-sector organizations.
International Journal of Human Resource Management, 14, 28-54.

Govindarajulu, N., & Daily, B.F. (2004). Motivating employees for environmental

improvement. Industrial Management & Data Systems, 104, 364-372.

49



Griffin, A., & Hauser, J.R. (1996). Integrating R&D and marketing: a review and analysis
of the literature. Journal of Product Innovation Management, 13, 191-215.

Greenberg, J., & Cropanzano, R. (Eds) (1999), Advances in Organizational Justice,
Stanford University Press, Stanford, CA.

Gutek, B.A., Repetti, R.L., & Silver, D.L. (1988). Nonwork roles and stress at work. In
Cooper, C.L. and Payne, R. (Eds), Causes, Coping, and Consequences of Stress at
Work, Wiley, New York, NY.

Gutek, Barbara A. (1995), “The Dynamics of Service”, San Francisco, CA: Jossey-Bass.

Handy, C. (1993). Understanding Organizations, (4th ed.), Penguin, London.

Hater,J.J., & Bass, B.M. (1988). Supervisors’ evaluations subordinates’ perceptions of
transformational and transactional leadership. Journal of Applied Psychology, 73,
695-702.

Hersey, P., & Blanchard, K.H. (1982). Management of organizational behavior. 4"
ed.), NJ, Prentice-Hal.

Hill, S., & Wilkinson, A. (1995). In search of continuous improvement. Employee
Relations, 17, 8-25.

Hinkin, T.R., & Tracey, J.B. (1999). The relevance of charisma for transformational
leadership in stable organizations. Journal of Organizational Change
Management, 12, 105-119.

Johnson, J P., Korsgaard, M.A. & Sapienza, H.J. (2002). Perceived fairness, decision
control, and commitment in international joint venture management teams.
Strategic Management Journal, 23, 1141-1160.

Kickul, J., Gundry, L.K. & Posig, M. (2005). Does Trust Matter? The Relationship

50



TSl Y.

L

N W

v S—

between Equity Sensitivity and Perceived Organizational Justice. Journal of
Business Ethics, 56, 205-218.
Kim,W.C., & Mauborgne, R. (1998). Procedural justice, strategic decision making, and
the knowledge economy. Strategic Management Journal, 19, 323-338.
Kirkpatrick, S.A., & Locke, E.A. (1996). Direct and indirect effects of three cores
Charismatic leadership components on performahce and attitudes. Journal of
Applied Psychology, 81, 36-51.
Konovsky, M.A., & Pugh, S.D. (1994). Citizenship behavior and social exchange.
Academy of Management Journal, 37, 656-669.

Korsgaard, M.A., Schweiger, D.M., & Sapienza, H.J. (1995). Building commitment,
attachment, and trust in strategic decision-making teams: the role of procedural
justice. Academy of Management Journal, 38, 60-84.

Krishnan, V.R. (2003). Impact of transformational leadership on followers’ influence
strategies. The Leadership & Organization Develoément Journal 25, 58-72.

Lane, C. (1998). Theories and issues in the study of trust. In Lane, C., & Bachmann, R.
(eds.). Trust within and between Organizations, Oxford University Press, New
York, NY, pp. 1-30.

Lee, H.J. (2004). The role of competence-based trust and organizational identification in
Continuous improvement. Journal of Managerial Psychology, 19, 623-639.

Leventhal, G. S., Karuza, J.J., & Fry, W. R. (1980). Beyond fairness: A theory of
allocation preferences. G. Mikula, (ed.). Justice and Social Interaction. Springer-
Verlag, New York, 167-217.

Lewicki, R.J., &and Benedict, B.B. (1996). Developing and maintaining trust in work

51



relationships. In Kramer, RM., & Tyler, T.R. (Eds), Trust in Organizations:
Frontiers of Theory and Research, Sage, London, pp. 114-40.

Liden, R.C., Wayne, S.J., Kraimer, M.L., & Sparrowe, R.T. (2003). The dual
commitments of contingent workers: an examination of contingents’ commitment
to the agency and the organization. Journal of Organizational Behavior, 24, 609-
25.

Lind, E. A., & Tom R. T. (1988). The Social Psychology of Procedural Justice. New
York: Plenum Press.

Liu, Y. (2008). Perceived organizational support and expatriate organizational citizenship
behavior: The mediating role of affective commitment towards the parent
company. Personnel Review, 38, 307-319

Loi, R., Hang-yue, N., & Foley, S. (2006). Linking employees’ justice perceptions to
organizational commitment and intention to leave: the mediating role of perceived
organizational support. Journal of Occupational Psychology, 79, 101-120.

Longenecker, C.O., & Scazzero, J.A. (1996). The ongoing challenge of total quality
management. The TOM Magazine, 8, 55-60 |

Luke, J.S. (1998). Catalytic Leadership. Strategies for an Interconnected World, Jossey-
Bass, San Francisco, CA.

McAdam, R., Stevenson, P., & Armstrong, G. (2000). Innovative change management in
SMEs: beyond continuous improvement. Logistics Information Management, 13,
138-149

McAllister, D. (1995). Affect- and cognition-based trust as foundations for interpersonal
cooperation in organizations. Academy of Management Journal, 38, 24-59.

McEvily, B., Perrone, V., & Zaheer, A. (2003a). Introduction to the special issue on trust

52



relationships. In Kramer, RM., & Tyler, T.R. (Eds), Trust in Organizations:
Frontiers of Theory and Research, Sage, London, pp. 114-40.

Liden, R.C., Wayne, S.J., Kraimer, M.L., & Sparrowe, R.T. (2003). The dual
commitments of contingent workers: an examination of contingents’ commitment
to the agency and the organization. Journal of Organizational Behavior, 24, 609-
25.

Lind, E. A., & Tom R. T. (1988). The Social Psychology of Procedural Justice. New
York: Plenum Press.

Liu, Y. (2008). Perceived organizational support and expatriate organizational citizenship
behavior: The mediating role of affective commitment towards the parent
cornpany. Personnel Review, 38, 307-319

Loi, R., Hang-yue, N., & Foley, S. (2006). Linking employees’ justice perceptions to
organizational commitment and intention to leave: the mediating role of perceived
organizational support. Journal of Occupational Psychology, 79, 101-120.

Longenecker, C.O., & Scazzero, J.A. (1996). The ongoing challenge of total quality
management. The TOM Magazine, 8, 55-60 |

Luke, J.S. (1998). Catalytic Leadership: Strategies for an Interconnected World, Jossey-
Bass, San Francisco, CA.

McAdam, R., Stevenson, P., & Armstrong, G. (2000). Innovative change management in
SME:s: beyond continuous improvement. Logistics Information Management, 13,
138-149

McAllister, D. (1995). Affect- and cognition-based trust as foundations for interpersonal
cooperation in organizations. Academy of Management Journal, 38, 24-59.

McEvily, B., Perrone, V., & Zaheer, A. (2003a). Introduction to the special issue on trust

52



in an organizational context. Organization Science, 14, 1-7.

Mael, F., & Ashforth, B.E. (1992). Alumni and their alma mater: a partial test of the
reformulated model of organizational identification. Journal of Organizational
Behavior, 13, 103-123.

Mael, F., & Ashforth, B.E. (1995). Loyal from day one: biodata, organizational
identification, and turnover among newcomers. Personnel Psychology, 48, 309-
333.

Martins, N. (2002). A model for managing trust. International Journal of Manpower, 23,

54-769.

Mayer, R.C., Davis, J.H., & Schoorman, F.D. (1995). An integrative model of
organizational trust. Academy of Management Review, 20, 709-734.

McCauley, D.P., & Kuhnert, K.W. (1992). A theo_retical review and empirical
investigation of employee trust in management. Public Administration Quarterly,
16, 265-85.

McKnight, H.D., Cummings, L.L., & Chervany, N.L. (1998). Initial trust formation in
new organizational relationship. Academy of Management Review, 23, 473-90.

Mishra, A.K. (1996). Organizational responses to crisis: the centrality of trust. In Kramer,
RM.,, & Tyler, TM. (eds.). Trust in Organizatiéns: Frontiers of Theory and
Research, Sage, Thousand Oaks, CA, pp. 261-87.

Mishra, A., & Morrissey, M. (1990). Trust in employee/employer relationships: a survey
of West Michigan managers. Public Personnel Management, 19, 443-85.

Mitki, Y., Shani, A.B., & Meiri, Z. (1997). Organizational learning mechanism and

continuous: A longitudinal study.  Journal of Organizational Change

Management, 10, 426-446.

53



Morrison, E.W. (1997). Service quality: an organizational citizenship behavior

framework. In Fedor, D.B., & Ghosh, S. (eds.). Advances in the Management of

Organizational Quality, 2, JAl Press, Greenwich, CT, pp. 211-249.

Moorman, R.H. (1991). Relationship between organizational justice and organization

citizenship behaviors: do fairness perceptions influence employee citizenship?

Journal of Applied Psychology, 76, 845-855.
Moorman, R.H., Blakely, G.L., & Niehoff, B.P. (1998). Does perceived organizational

support mediates the relationship between procedural justice and organizational
citizenship behavior. Academy of Management Journal, 41, 351-370.
Mowday, R.T., Porter, L.W., & Steers, R.M. (1982). Employee-Organization Linkages:

The Psychology of Commitment, Absenteeism, and Turnover, Academic Press,

New York, NY.

Moye, M.J., & Henkin, A.B. (2005). Exploring associations between employees

empowerment and interpersonal trust in managers. Journal of Management

Development, 25, 101-117.
Murphy, K. (2004). The Role of Trust in Nurturing Compliance: A Study of Accused

Tax Avoiders. Law and Human Behavior, 28, 187-209.
Ozaralli, N. (2002). Effects of transformational leadership on empowerment and team

effectiveness. Leadership and Organization Development Journal, 26, 335-344.

Parasuraman, A., Zeitmal, V.A., & Berry, L.L. (1985). A conceptual model of service

quality and its implication for future research. Journal of Marketing, 49, 41-50.

Peccei, R., & Rosenthal, P. (1997). The antecedents of employee commitment to

54



e

customer service: evidence from a UK service context. The International Journal
of Human Resource Management, 8, 66-85.

Pech, R. J. (2009). Delegating and devolving power: a case study of engaged employees.
Journal of Business Strategy, 30, 27-32.

Piercy, N.F., Cravens, D.W., Lane, N., & Vorhies, D.W. (2006). Driving organizational
citizenship behaviors and salesperson in-role behavior performance: the role of
management control and perceived organizational support. Journal of the
Academy of Marketing Science, 34, 242-62.

Rhoades, L., & Eisenberger, R. (2002). Perceived organizational support: a review of the
literature. Journal of Applied Psychology, 87, 698-714.

Ristig, K. (2009). The impact of perceived organizational support and trustworthiness on
trust. Management Research News, 32, 659-669.

Robbins, S.P. (1996). Essentials of Organizational Behavior, Concepts, Controversies,
Applications, (7" ed.). Prentice-Hall, Englewood Cliffs, NJ.

Rousseau, D.M. (1995). Psychological Contracts in Organizations, Sage, London.

Schuler, R.C. (1992). Strategic human resources management: linking the people with the
strategic needs of the business. Organizational Dynamics, 21 (1), 18-32.

Shaffer, M.A., Harrison, D.A., Gilley, K.M., & Luk, D.M. (2001). Struggling for balance
amid turbulence on international assignments: work-family conflicts, support, and
commitment. Journal of Management, 27, 99-121.

Shapiro, S.P. (1987). The Social Control of Impersonal Trust. American Journal of
Sociology, 93 (3), 623-658.

Sharkie, R. (2009). Trust in leadership is vital for employee performance. Management

Research News, 32 (5), 491-498.

55



Shockley-Zalabak P., Ellis, K., & Winograd, G. (2000). Oréanizational trust: what it
means, why it matters. Organization Development Journal, 18, 35-48.

Shore, LM., & Wayne, S.J. (1993). Commitment and employee behavior: comparison of
affective and continuance commitment with perceived organizational support.
Journal of Applied Psychology, 78, 774-780.

Smith, G. (2005). How to achieve organizational trust within an accounting department.
Managerial Auditing Journal, 20 (50), 520-523.

Tajfel, H., & Turner, J.C. (1985). The social identity theory. of intergroup behavior. In
Worchel, S., & Austin, W.G. (eds.). Social Psychology of Intergroup Relations,
Nelson-Hall, Chicago, IL, 7-24.

Tan, H.H., & Tan, C.S.F. (2000). Toward a differentiation of trust in supervisor and trust
in organization. Genetic, Social and General Psychology Monographs, 126, (2)
241-260.

Tyler, T. (1998). Trust and democratic governance. In Braithwaite, V. and Levi, M.
(eds.). Trust and Governance, Russell Sage Foundation, New York, NY, 269-292.

Tyler, T.R., & Lind, E.A. (1992). A relational model of authority in groups. In Zanna, M.
(ed.). Advances in Experimental Social Psychology, 25, Academic Press, New
York, NY, 115-19.

Tyler, T.R. (1999). Why people cooperate with organizations: an identity-based
perspective. Research in Organizational Behavior, 21, 201-46.

Tzafrir, S.S., Harel,G.H, Baruch.Y., & Dolan, S.L. (2003). The consequences of
emerging HRM practices for employees’ trust in their managers. Personnel
Review, 33 (6), 628-647.

Van Dick, R., Wagner, U., Stellmacher, J., Christ, O., & Tissington, P.A. (2005). To be

56



(long) or not to be (long): social identification in organizational contexts.
Genetic, Social, and General Psychology Monographs, 13 (3),189-218.

Van Knippenberg, D., & Van Schie, E.C.M. (2000). Foci ahd correlates of
organizational identification. Journal of Occupational and Organizational
Psychology, 73, 137-147.

Walter, F., & Bruch, H. (2007). Leadership in context: investigating hierarchical impacts
on transformational leadership. Leadership & Organization Development Journal,
28 (8), 710-726.

Wang, K.Y. & Clegg, S. (2002). Trust and Decision Making: Are Managers Different in
the People’s Republic of China and in Australia”?. Cross Cultural Management,
9, 30-45.

Watson, W. (2002). People at work survey, available at: www.watsonwyatt.com
/research/ reports. Asp.

Wayne, S.. Shore, L., & Liden, R. (1997). Perceived organizational support and leader-
member exchange: a social exchange perspective. Academy of Management
Journal, 40, 82-111.

Wayne, S., Shore, L., Bommer, W.H., & Tetrick, L.E. (2002). The role of fair treatment
and rewards in perceptions of organizational .support and leader-member
exchange. Journal of Applied Psychology, 87 (3), 590-608.

Wilsy, M. D. (1995). Leadership and human motivation in the workplace, Quality
Progress, 28 (11), 85-88.

Whitney, J.D. (1993). The Trust Factor, McGraw-Hill, New York, NY.

57



Witell, L.N., Antoni, M., & Dahlgaard, J.J. (2004). Continuous improvement in product
development: Improvement programs and quality principles. International

Journal of Quality & Reliability Management, 22 (8), 753-768

58



APPENDIX I

[ {1]
INTERNATIONAL ISLAMIC UNIVERSITY
Faculty of Management Sciences fms
ISlamabad F'cultvsoglmn:.qemant

P.O. Box: 1243, Telegram: ALJAMIA, Telex: 54068 IIU PK, Fax: 9257944, Tel: 9258020

Respected Sir/Madam, .

I am a research scholar at Faculty of Management Sciences, International Islamic
University Islamabad. I am working on my MS Thesis. The main objectives of this
research are to identify the significant predictors and outcomes of trust in managers.

Your precious time and valuable participation will be a great contribution towards the
noble cause of knowledge creation. 1 ensure you that any information obtained in
connection with a study that can be identified with you, will remain highly confidential.
In any written report or publication, no one will be identified and only aggregate data will
be presented.

Yours truly,

Mohammad Nisar Khattak

Faculty of Management Sciences (IIUI)

Cell # 0332-5025262

The following statements concern your perception about yourself in a variety of
situations. For each item of the statements below, please indicate the extent of your
agreement and disagreement by ticking () the appropriate numb
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APPENDIX 2

Research questionnaire

The participants are requested to please answer the items presented in this set of questions with a
great care so that the researcher might be able to build his research on the right possible data. It is
also assured by the researcher that the information gathered by this research questionnaire will be

taken as a pious sacred and will not be exposed to any body.

Mohammad Nisar Khattak

PhD, Scholar (Management)

International Islamic University Islamabad, Pakistan
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Key for rating the questionnaire:

1 = strongly disagree, 2 = disagree, 3 =neutral, 4= agree,

Transformational Leadership :( MLQ Short Form5X)
Idealized Attributes:

1.

I
“.

3.

4,

My Manager act in ways that build others respect for me
My Manager display a sense of power and confidence
My Manager instill pride in others for being associated with me

My Manager goes beyond self-interest for the good of the group.

Inspirational Motivation:

5.
6.
7.

8.

My Manager talk enthusiastically about what needs to be accomplished
My Manager articulate a compelling vision of the future
My Manager talk optimistically about the future

My Manager express confidence that goals will be achieved

'ntellectual Stimulation.

9.

10.

11.

12.

My Manager 1e-examine critical assumptions to question whether they are appropriate
My Manager get others to look at problems from many different angles
My Manager suggest new ways of looking at how to complete assignments

My Manager seek differing perspectives when solving problems

Idealized Behaviors:

13.

14.

15.
16.

My Manager consider the moral and ethical consequences of decisions
My Manager talks about my most important values and beliefs.
My Manager specifies the importance of having a strong sense of purpose.

My Manager =2mphasizes the importance of having a collective sense of mission.

Individual Consideration:

17.

18.

19.

20.

My Manager treat others as individuals rather than just as a member of a group
My Manager help others to develop their strengths

My Manager spend time teaching and coaching

My Manager consider an individual as having different needs, abilities, and aspirations from others

Trust: (Cook and Wall’s, 1980)

1.

2.
3.

{ can trust my manager to make sensible decisions for the future of the company.
| fee! quite confident that my manager will always try to treat me fairly
My manager vould be quite prepared to deceive me for his/her own benefit

My manager can be relied on to uphold my best interests

1]

5 = strongly agree.
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Key for rating the questionnaire:

1 = strongly disagree, 2 = disagree, 3 =neutral, 4=agree, 5 =strongly agree.

Organizational Identification: (Cook and Wall, 1980)

1. this company's goals are my own goals

N

This company’s growth is directly connected to my own growth and development

w

| feel myself to be part of this company

4. | am proud to be able to work for this company
Perceived Organizational Support :( Eisengerber et al, 1986)

1 This organization is willing to help me when | need a special favor.
2  The organization values my contribution to its well-being

3 The organization cares about my opinions
Continuous Improvement :( Peccei and Rosenthal, 1997)

1. 1 voluntarily search for any work-related new information and knowledge
which may help improve the quality of work | do.

2. I make it routine to make suggestions about how to improve the work procedure
3. | am always monitoring if there is any room for improvement in the work | do.

4. | am always working to continuously improve the quality of product and work process

Procedural Justice (Sweeney and MeFarlin, 1997):

1)  Job decisions are made by the general manager in an unbiased manner,

2) My general manager makes sure that all employees concerns are heard
before job decisions are made.

3) To make formal job decisions, my general manager collects
accurate and complete information.

4) My general manager clarifies decisions and provides additional information
when requested by employees.

5) All job decisions are applied consistently across all affected employees

6). Employees are allowed to challenge or appeal job decisions made by the general manager.
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