Rebuilding Trust: A Strategic Imperative for Company Directors

In today's corporate landscape, trust is not discretionary; it's a critical component of business
success. Yet, many Australian company directors and corporate boards struggle with the pervasive
issues of distrust and moral blindness. Reversing this requires strategies that go beyond traditional
metrics and governance practices.

NPS is Not Sufficient

Current metrics like the Net Promoter Score (NPS) focus only on positive sentiment and only on
current customers, leaving a significant gap in understanding negative feedback, including broader
distrust. To bridge this gap, it is essential to measure negative sentiment. Data-driven evidence
clearly shows the impact of negative sentiment on brand performance and customer acquisition. A
broader approach to sentiment analysis is necessary to capture a complete picture of a company's
standing with both current and potential customers.

To formulate a 'Distrust / Moral Blindness' strategy for company directors and corporate boards in
Australia, it's essential to focus on approaches that directly address the root causes of distrust and
moral blindness:

1. Emphasise the Importance of Negative Sentiment Measurement: Highlight the gap in
current metrics like the Net Promoter Score (NPS), which focuses on positive sentiment and
largely ignores negative feedback, including distrust. Present data-driven evidence on the
impact of negative sentiment on brand performance and customer acquisition, stressing the
need for a holistic approach to sentiment analysis.

2. Introduce the Net Trust Score (NTS) Framework: Advocate for the adoption of the NTS, a
metric that balances positive trust against negative distrust. This metric provides a more
accurate picture of a company’s standing with current customers, ex-customers, and
potential customers. It acknowledges the complexity of customer relationships and the
critical role that distrust plays in shaping them.

3. Implement Transparent Communication Channels: Encourage the development of open,
two-way communication channels that allow for the expression of negative feedback and
concerns. This can help in the early identification of issues that may lead to distrust and
provides an opportunity for companies to address them proactively.

4. Promote Ethical Leadership and Governance: Stress the importance of ethical decision-
making at the board and executive levels. Ethical leadership can act as a bulwark against
moral blindness by ensuring that decisions are made with consideration of their wider
impact on stakeholders and society.

5. Cultivate a Culture of Accountability: Boards should foster a corporate culture that values
accountability. This involves not only recognising and rewarding positive outcomes but also
openly acknowledging and learning from failures and missteps. Distrust should go onto the
board'’s risk register.



6. Enhance Stakeholder Engagement: Expand the focus beyond customer metrics to include
wider stakeholder engagement. Understanding the needs and concerns of all stakeholders,
including employees, communities, and the environment, can help mitigate risks associated
with distrust and moral blindness.

7. Leverage Independent Audits and Assessments: Encourage regular, independent reviews of
company practices and policies to identify potential areas of risk or concern. This external
perspective can provide valuable insights and help in maintaining high ethical standards.

8. Educate on the Economic Impact of Distrust: Use data and case studies to illustrate how
distrust can lead to direct economic consequences, such as lost sales, lost market
capitalisation, decreased customer loyalty, and difficulty in attracting new customers.
Highlighting the economic rationale for addressing distrust can be a powerful motivator for
change.

9. Develop a Distrust Mitigation Roadmap: Work with directors to create a strategic plan that
addresses identified risks and opportunities related to distrust and moral blindness. This
roadmap should include specific, measurable objectives, timelines for implementation, and
mechanisms for monitoring progress.

10. Foster Innovation and Adaptability: Encourage boards to be proactive and innovative in
addressing distrust and moral blindness. This could involve experimenting with new business
models, products, or services that are explicitly designed to build trust and address
consumer concerns.

Implementing these strategies requires a commitment to change and the willingness to confront
uncomfortable truths about how businesses operate and are perceived. By focusing on building trust
and addressing negative sentiment head-on, directors can lead their companies toward more
ethical, sustainable, and successful futures.



