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Since the mid-1990s, Baird has 
helped healthcare organizations 
nationwide improve the patient 
experience and enhance 
organizational culture. Baird's 
culture assessment and diagnosis 
include experience mapping, 
medical mystery shopping, and 
focus groups to reveal the real 
customer experiences within your 
organization. Using your patients' 
experiences, Baird and her team 
prescribe critical next steps for 
improving patient satisfaction and 
HCAHPS scores. 
 

 
 
 
 
 
 

  

Good Read: Do You Trust Me? 
Article by: Angela Fieler, MPA, CMQ/OE, Senior Consultant 
 

Recently, I have noticed that trust, or more accurately, a lack of trust, 

has become a common theme in the cultural assessments Baird Group 

has done.  I had a conversation about leadership development with a 

leader in an organization where trust was lacking and she said, “You 

can’t teach trust.” I countered by saying that I believe trust-building is a 

skill that can be taught. I am not sure she was convinced, so I have been 

on the hunt for evidence that it can ever since. 

In its May-June 2020 edition, Harvard Business Review published an 

article in the Managing People section entitled “Begin with Trust: The 

first step to becoming a genuinely empowering leader.” In the article, 

the authors, Frances Frei and Anne Morris make the case that leaders 

build trust by focusing on three core drivers: authenticity, logic, and 

empathy. Not only do they describe each driver, but they use the image 

of a three-legged stool and the notion of “wobble” to help individual 

leaders identify what they need to work on. Frei and Morris also include 

exercises and examples to help the reader walk through the process.  

They have certainly packed a lot in eight pages and for my money, they 

are teaching the reader how to build trust! 

From a leadership and organizational culture perspective, the authors 

make two additional points.  First, that traditionally, leadership concepts 

are often centered around the individual leader’s characteristics, 

talents, and responses. From their perspective, the essence of 

leadership is about the people being led and a leader’s ability to create 

conditions where their people can fully realize their potential.  Second, 

that leaders have to take ownership of their relationships with both 

their teams and themselves. 

Are you taking ownership of both? Have you scheduled a culture 

assessment to truly understand the level of trust in your organization? 

Are you willing to participate in one on one coaching with an executive 

coach to improve your relationship with your team and yourself? 

Contact us at the Baird Group – trust me, we can help.  

 

To learn more about the Baird Model for Service Excellence, employee engagement or leadership 
development workshops, or to sign up for her FREE newsletter, write to info@baird-group.com. 
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