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The Trust Delusion

Survey results, January 2020
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The Trust Delusion

Summary of Key Themes (1 of 2)

▪ Businesses face a wide range of challenges – the most frequently cited “single biggest 

issue” facing business in 2020 is climate change (mentioned spontaneously by 20% as the 

most important and 47% within the top three issues)

▪ Technological advancements (including automation) is mentioned by 31% of business.  

– A lack of trust/ honesty is third at 24% (including 8% as the single top issue)

▪ The lack on trust in business is, on balance business’ own fault; two-thirds blame it (its 

leaders, practices and behaviours), as opposed to a wider societal malaise

▪ The solution to lack of trust in business is overwhelmingly thought to be the best addressed 

by how it behaves, not how it communicates – actions (94%) trumps words (6%)
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The Trust Delusion

Summary of Key Themes

▪ Over a third of businesses have a strategic goal to improve how “trustworthy” they are (37%), yet only 

half that number (20%) have an operational plan as to how that can be done

▪ One in 20 businesses have outsourced “trust” as an issue to a PR firm or consultancy, whilst for 8% of 

businesses, “trust” is the preserve of an individual or single function

▪ In a crisis of trust, the CEO (78%) or Chair (14%) are the most likely to be held responsible in the first 

instance

▪ Of the nine in ten businesses that have a “purpose”:

– 14% of businesses have a purpose that is not in line with its core business activities;

– Only two-fifths (42%) put social purpose before financial considerations; 

– Only two-thirds (66%) use their “purpose” as a guide to decision making; and

– Just 61% have an operational plan to deliver its social purpose through its activities



4

Business threats in 2020
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The Trust Delusion

Q. What is the single biggest issue facing business in general today?

[SPONTANEOUS MENTIONS]

Base: Jericho community (202), January 2020

47%

31%

24%

21%

18%

16%

15%

15%

10%

9%
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7%

7%

7%
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6%

6%

4%

20%

8%
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13%

11%

5%

2%

6%

4%

3%

2%

2%

3%

1%

0%

0%

1%
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Climate change

AI/ Automation/ Technological development

Lack of trust/ honesty

Uncertainty (general)

Brexit

Inequality/ societial divides

Lack of skills/ suitable workforce

Balancing ethics and profit

Business leadership

Politicial leadership

Anti-competitive behaviours/ monopolisation

Productivity

Being puposeful

Consumerism/ Understanding consumers/ society

Fees/ Competitiveness/ Pricing

Demographic change

Globalisation

Regulation/ Regulatory environment

Mentioned at all

First mention



6

The Trust Delusion
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The Trust Delusion

Q. Which of the following comes closer to your view?

63%

37%

The lack of trust in business 
today is part of a wider societal 
trend – i.e. not the fault of 
business leaders, and business 
culture and behaviours

The lack of trust in 
business today is due 
to ineffective business 
leaders, business 
culture and practices

Base: Jericho community (202), January 2020
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The Trust Delusion

Q. Which of the following comes closer to your view?

94%

6%

The lack of trust in business today is better 
addressed by changing the way a business 

communicates and gets its message across than 
changing the way it behaves and engages

The lack of trust in 
business today is better 
addressed by changing the 
way it behaves and 
engages rather than by 
changing the way it 
communicates and gets its 
message across 

Base: Jericho community (202), January 2020
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The Trust Delusion

Q. Which of the following about the issue of “trust” applies to you/ your organisation? 

Base: Jericho community (202), January 2020

37%

33%

20%

8%

5%

0% 10% 20% 30% 40% 50%

My organisation is actively trying / has a strategic goal 
to improve how “trustworthy” it is

"Trust” is one of the biggest challenges our 
organisation faces today

My organisation has an operational plan to improve
how trustworthy and trusted it is

The issue of trust lies within a specific function/ person
within our organisation

My organisation uses a PR firm/ consultancy in order
to improve how trustworthy it is
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The Trust Delusion

Q. If an organisation was going through a crisis of trust, who would you hold responsible in the 

first instance?

Base:  Jericho community (202), January 2020

78%

14%

3%

2%

2%

2%

0%

0%

5%

0% 20% 40% 60% 80% 100%

CEO

 Chair

Everyone

Director of Comms

The Board

The Leadership team

CMO

External PR Agency

Other
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The Purpose Game
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The Purpose “Game”

Q. Does your organisation have a social purpose?

90%

8%
2%

No

Yes

Base: Jericho community who work in an organisation(179), January 2020

Don’t know
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The Purpose “Game”

Q. Thinking of your social purpose, does your organisation…

Base: Jericho community with a social purpose (160), January 2020

86%

77%

73%

72%

66%

61%

42%

36%

0% 20% 40% 60% 80% 100%

Have a purpose that is directly relevant to the core business

Communicate its purpose to its employees

Communicate its purpose to its customers/ clients

Communicate its purpose to its wider stakeholders

Make decisions with direct reference to its social purpose

Have an operational plan to deliver the social purpose through its
activities

Put its social purpose before financial considerations

Make less money as a result of its social purpose
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Appendix
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About the survey

▪ Survey conducted with just over 200 members of the Jericho Community, comprising of a 

mix of senior business people, the media, academics policy makers and thinkers

▪ Data collected between 19 December, 2019 and 10 January, 2020

▪ All responses provided anonymously

▪ Where percentage results do not sum to 100%, this is due to rounding, multiple response 

questions or exclusion of “don’t know” categories
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G E T  I N  T O U C H

Jericho Chambers
12a Charterhouse Square
London EC1M 6AX
UK

+44 (0)207 253 6616
andrew.gunn@jerichochambers.com

thought-leadership 
and ‘post-PR’ 
engagement 
& comms

content strategy & 
delivery

major societal 
coalitions & 
programmes

new communities 
of influence & change; 
new corporate 
collaborations

strategic & corporate 
advisory, with deep 
specialisms and 
expertise


