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To win wholehearted trust from 

another person, you need to win both 

their head and their heart. However, 
not everyone we meet places equal 

reliance on these two faculties.  
 

Some people (and cultures) are 

primarily cognitive. When 

building trust, they look for 

evidence that is factual: e.g. 

evidence of credibility, track-

record, process, reliability, 

tangible results and useful insights. 

If you can answer their questions 

specifically (or guide them to ask 

better questions) then you build 

trust.  

 

Other people (and cultures) are 

primarily affective. They first 

decide if they like you or not, then 

they listen to what you have to 

say. Bombarding them with 

evidence of your credibility is 

unnecessary and may even be 

counter-productive. Their 

decision to trust is intuitive rather 

than rational ... and is often 

uncannily accurate. They take in 

your body language, your 

attentiveness to them and a host 

of non-verbal cues.  

 

While most people will use both 

dimensions (i.e. cognitive and 

affective), in practice the majority 

of people have a tendency to rely 

more heavily on one dimension 

than the other. For example, in 

large organisations, the greater 

the likelihood that trust-building is 

cognitive... at least in northern 

Europe. But beware of 

stereotypes: I have come across 

senior managers in finance who 

build trust affectively, just as many 

freelance professionals are as 

cognitive as you can find on the 

planet.  

 

In a team environment, affective 

trust tends to win out. If team 

members like each other, this 

generally makes for greater 

performance and mutual support 

than if they simply cognitively 

respect each other. However, in 

many teams, it's worth noting that 

cognitive respect plays a big part 

in whether one professional likes 

another or not. So it's always 

worth considering both 

dimensions... not just the one that 

most reflects you! 
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Important Notice 
© Copyright 2016, Bizezia Limited, All 

Rights Reserved 
 

This article appeared in Better Business 

Focus, published by Bizezia Limited ("the 

publisher"). It is protected by copyright law 

and reproduction in whole or in part 

without the publisher’s written permission 

is strictly prohibited. The publisher may be 

contacted at info@bizezia.com (+44 

(0)1444 884220). 

 

The article is published without 

responsibility by the publisher or any 

contributing author for any loss howsoever 

occurring as a consequence of any action 

which you take, or action which you 

choose not to take, as a result of this 

article or any view expressed herein.  

 

Whilst it is believed that the information 

contained in this publication is correct at 

the time of publication, it is not a substitute 

for obtaining specific professional advice 

and no representation or warranty, 

expressed or implied, is made as to its 

accuracy or completeness. Any hyperlinks 

in the article were correct at the time this 

article was published but may have changed 

since then. Likewise, later technology may 

supersede any which are specified in the 

article. 

  

The information is relevant primarily within 

the United Kingdom but may have 

application in other locations. 

 

These disclaimers and exclusions are 

governed by and construed in accordance 

with English Law. 
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