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A question 
Of trust
By Sanjay Gund, Chairman 
& Non-Executive Director

If I ask you, “What do you need to survive? – 
water or air?” What is your answer? 

The answer is air! Well, you can live without water 
for some time, even a day. But how can anyone 
survive without air for more than a few minutes.

Using this analogy, if I ask, “What do you need 
in an individual or organisation that makes you 
believe in them?” – confidence or trust? It may not 
be a simple answer. Let me ask you in a different 
way, “Will you trust someone first before having 
confidence in that person? Or have confidence 
first that will allow you to trust someone? 

Whilst some may use trust and confidence 
interchangeably, but you need enduring trust 
to generate confidence. In other words, trust is 
crucial, confidence follows.   

Trust, like air, is a precious commodity without 
which we can’t function as a person, as a society, 
as a company and as a country. 

Trust means different things to different people 
– some associate it with credibility, others with 
competence, some think it as faith of good 
intentions. Analysts of trust see it from various 
angles and do not have consensus.  However, 
one thing is clear, there are more than one 
component of trust. These include objectivity, 
fairness, consistency, sincerity, and empathy. 

But what has been happening … 
2001 - the dawn of the twenty-first century saw 
largest corporate collapses in the US (Enron) and 
even at home (HIH). What happened? Seems 
they lost objectivity and fairness.

Regulators and government around the world 
panicked and put stricter regulations and laws in 
place to build trust. 

We had barely overcome these and started to 
‘trust’ the system when another shock hit us - 
global financial crisis. In this instance, they lost 
trust components of sincerity, objectivity and 
fairness. Liquidity crunch was felt across the 
globe and many more people suffered as a result. 
Again, no one knew what to do, so we put more 
regulations in place hoping we will be fine this 
time and can regain trust.

It looked all good until the Royal Commission 
on the Financial Services sector. And the 
findings were scary – AMP charging dead 
people for services, thinking no one will find 
out. CBA’s 54 thousand plus transactions that 
breached AUSTRAC requirements. Westpac 
got involved in money laundering and funding 
child pornography in the Philippines.  Again, 
there was lack of empathy, sincerity, objectivity 
and fairness. Are the trust building components 
increasingly missing as time goes by?



What’s next?
With ever increasing connectivity, use of internet 
is seen as ‘human right to internet access’. 

There is an ideological battle going on between 
countries. Some believe that Internet should 
be open (US) and others want it closed (Great 
Firewall of China). China is not alone. Twenty-
two countries like India, Singapore, Russia, Saudi 
Arabia, Venezuela, Brazil have put controls on 
way business is conducted. Why? Simply because 
Internet is the primary mechanism by which 
more global economic activity will be conducted 
in the years to come. Wealth and power 
distribution will follow this. Furthermore, with the 
increasing use of the web comes people sharing 
their data with organisations. Sounds good, but 
the question is “Who owns the data?” This is and 
will become the most important question. 

Also, with the rising sentiment 
of nationalism and cyber-
protectionism amongst some 
countries where does trust fit in? 
Connectivity is now expanding from people 
to devices - Internet of Things. Of course, 
technology is not stopping there, Quantum 
computing, AI, blockchain and Machine 
Learnings is seen as the big future with more and 
more data collated, analysed and used. 

Today, change is happening so quickly and then 
spreading rapidly that we don’t have any time to 
think. We literally act before we think. We gladly 
provide our details to Google or others to get a 
gift or win a prize! How much do we place trust 
on these sites before we are ready to share our 
data with them? 

Are these new technologies designed to enhance 
our trust? Or help intrusive governments and 
companies to understand about us so that they 
can manipulate us with targeted messaging.

Trust is not only eroding at individual-level and at 
corporate-levels, but recent developments are 
pointing at mistrust at country-level. 

Think COVID-19. This has hit us unexpectedly and 
put most parts of the world under lockdown. 

US President Donald Trump wants an inquiry on the 
origins of the coronavirus. Australia, Germany and 
France have joined in – a distrust between cohort 
of countries is starting to openly surface. Not to 
mention the trade-war between US and China.

Thanks to technology, it has been here to 
support us during this coronavirus horror show, 
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helping us to be (partially) sane under forced 
lockdown. But with technology comes cyber risk. 
The frequency has increased due to many using 
technology to communicate and work during 
coronavirus lockdown. 
Coming back to the question of trust, how can 
governments interact with their citizens and with 
other governments to rebuild and grow trust? 
How can companies act to regain lost trust?   

As Board directors, we need to take control and 
start at the Board-level. Setting the tone at the 
top on trust.

Asking ourselves:
• How should I behave that will generate trust 

and set an example for others to follow?

• Will instant information flows with more use 
of technology makes me reactive in decision-
making? Will I not be strategic enough to steer 
the organisation?

• What steps should I take to bring trust back on 
the board and executive agendas?

• How do I measure trust?   

Trust is like currency – less of it will make the 
world anaemic and more of it will bring new 
colour and strength to the globe.   

Will the post-COVID-19 world be Protectionist or 
Internationalist?.
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