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ABSTRACT 
 
 
Background 
Globalization and technological progress have enabled working in a remote context. This is a 
common feature among actors providing Knowledge-Intense Business Services (KIBS) to 
companies and organizations, such as consultancy firms. Working in a remote context brings 
several leadership challenges, and trust is one of the most important ones to tackle.  
 
Aim 
The aim for this research is to investigate which factors affect the sense of trust a remote 
leader – employee relationship. As well as look at how they affect that sense.  
 
Methods 
The author chose a qualitative approach for this thesis with interviews as the source of 
information. Six people, whom all have a managerial position in Swedish consultant firms, 
were chosen for semi-structures interviews to open up for discussion and through this get a 
deeper understanding of the area. 
 
Results 
The factors affect the levels of trust in the relationship. They can also have impact on the type 
of trust that is perceived in the relationship.  
 
Conclusions 
The analysis of the interview show that all of the factors have an impact on, both each other, 
as well as trust. Which can lead to an increased or decreased sense of trust. In the case of 
decrease, or complete lack, of trust, the relationship between leader and employee can not go 
on. 
 
 
Keywords: Leadership, relationships, trust, remote context  
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SAMMANFATTNING 
 
 
Bakgrund 
Globalisering och tekniska framsteg har möjliggjort arbete på distans. Detta är ett vanligt 
arbetssätt hos företag som arbetar med att tillhandahålla Kostnads-intensiva företagstjänster 
till andra företag och organisationer, exempelvis konsultfirmor. Detta arbetssätt för med sig 
flera utmaningar när det kommer till ledarskap, där tillit är en av de viktigaste att kunna 
hantera.  
 
Syfte 
Syftet med den här studien är att undersöka vilka faktorer som påverkar känslan av tillit i 
förhållandet chef – medarbetare. Samt att titta på hur dessa påverkar tilliten. 
 
Metod 
Författaren valde en kvalitativ ansats för studien med intervjuer som källa till information. 
Sex personer, som alla besitter chefspositioner på svenska konsultbolag, fick genomgå 
semistrukturerade intervjuer för att öppna upp till diskussion och på så sätt få en djupare 
förståelse kring ämnet.  
 
Resultat 
Faktorerna påverkar nivåerna av tillit i förhållandet. De kan också påverka vilken typ av tillit 
som framträder i förhållandet. 
 
Slutsatser 
Analysen visar att samtliga faktorer har inverkan, dels på varandra, och dels på tilliten. Vilket 
kan leda till en ökad eller minskad känsla av tillit. Vid minskad, eller helt saknad, tillit kan 
inte förhållandet mellan ledare och medarbetare fungera.   
 
 
Nyckelord: Ledaskap, relationer, tillit, avlägsen kontext 
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1 INTRODUCTION 
In this chapter, the reader will be introduced to the background leading up to the problem area. 
This will then boil down to the aim of the thesis, and the thesis question that we will work use 
as guideline throughout this thesis. 
 

1.1 Background 
1.1.1 The remote context 
In most traditional literature, leadership and management is discussed from the view of the 
traditional, proximal, context. But for the last twenty years the climate for organizations has 
changed radically and we have evolved into the knowledge era. The transition has been taking 
place for quite some time, and organizations now find themselves in a different kind of 
complexity than before, mainly because of the globalization, technological progress and 
because knowledge now is a key asset for survival for organizations (Uhl-Bien, Marion & 
McKelvey, 2007).  
In this new era, face-to-face contact is no longer a necessity for working together. The 
technological progress that has been made throughout the years have made it possible for 
people to maintain contact and establish relationships whether you are located at the other 
side of a building or on the other side of the world (Gerke, 2006). Being able to work in 
remote, or semi-remote, settings have proven to have benefits for both employees and 
organizations. For employees it has shown to be a job-attractor since it provides increased 
flexibility, moral and both job and life satisfaction (Lombardo & Mierswa, 2012; Liao, 2017). 
For organizations it enables them to attain expert knowledge that might not be a local asset 
(Liao, 2017). But this gives a new dimension to leadership. Leadership has often been 
described as the ability to inspire, motivate and encourage people, and to make them want to 
follow you (Jönsson & Strannegård, 2015). And researchers in the traditional literature have 
often stated that physical encounters and face-to-face interactions with followers are 
necessary for efficient and successful leadership (Lombardo and Mierswa, 2012). But more 
recent research has stated that leadership is very much reliant on context (Osborn, Hunt & 
Jauch, 2002; Lord & Dinh, 2014; Schmidt, 2014) and the traditional styles and methods of 
leadership that is used in a face-to-face setting has proven not to have the same impact on 
geographically dispersed followers/employees (Schmidt, 2014; Maduka et.al, 2018). 
 
 

1.1.2 Knowledge-Intense Business services (KIBS) 
Knowledge-intense business services, also known as KIBS, is a term that was established 
around twenty years ago (Miles, Belousova & Chichkanov, 2018). The main purpose for 
KIBS is to deliver expert knowledge and services to other organizations, which both include 
businesses as well as public sector organizations (Miles, 2005; Muller & Doloreux, 2009; 
Miles, Belousova & Chichkanov, 2018). These services have emerged from the increasing 
demand from other organizations. The growth of KIBS has been larger than the growth of the 
sectors that use the services, that has led some authors to claim that the growth has to do with 
changes that puts all sectors in need of specialized services that KIBS provide (Miles, 2005). 
 
KIBS in Sweden 
In the globalization, Swedish companies have been forced to specialize themselves to be able 
to remain competitive on the global market as a part of the global value-chains. Specialization 
has led to an increased interplay between production units both nationally and internationally 
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(Hagman and Kvist, 2014).  
Business services has shown to have a large impact on the production and final product of 
other branches. This is one major difference between the production industry and business 
service-sector, 45 % of the people working with business services do this due to the demand 
from the production industry (Hagman and Kvist, 2014). This structural reform into the 
knowledge era, that has been taking place since the 1990s, has involved an increased amount 
of services needed for the development and production of physical products (e.g. marketing, 
research and development, design, software development etc.). This increased demand has led 
to a rapid expansion of the Swedish service-sector and has, over the last 20 years, more than 
doubled in size. Services constitutes 60 % of the country’s total export, and the majority of 
these are knowledge-intense business services (Hagman and Kvist, 2014; Almega 2016). 
 
 

1.1.3 Challenges 
Geographically dispersed teams were previously assembled to provide KIBS to companies 
and organizations, these teams were often temporary and had a relatively short time span. 
Because of this, there was no, or only little room for leaders, managers and employees to form 
any social bonds. But with the current situations, where people work for longer periods of 
time in organizations where they are geographically separated from their managers, more 
complex systems has emerged and with it comes challenges (Alsharo, Gregg & Ramirez, 
2018).  
 
As in any team or workplace, challenges and problems may occur. But in the context of the 
remote climate there are some challenges that are more specific and that might not take place 
in proximal work-settings (Hill & Bartol, 2016). The main challenges that have been 
identified in different researches in the remote setting is communication, trust, leadership and 
cultural diversity (Gazor, 2012; Szewc, 2013; Gerke, 2006; Eisenberg & Krishnan, 2018). 
The technological means of communication can reach through time and space, which enables 
people to work as geographically disperse as the situation calls for. But the quality and means 
of communication between leaders and employees can create, or eliminate, possible problems. 
If there is a lack of quality in the information being shared, if the reliability in it is being 
questioned, the response-time is unowned, or if informal communication is lacking or 
completely missing it can in some cases severely damage or completely remove the feeling of 
trust and sense of belonging (Zimmermann, Wit & Gil, 2008; Gazor, 2012; Szewc, 2013). 
And Alsharo, Gregg and Ramirez (2018) have stated that mutual trust, between managers and 
employees, as well as between colleagues, is an essential factor for an individual or team to be 
able to perform in an effective and successful way (Gerke, 2006).  
 
 
 

1.2 Problem discussion 
The subject that is known as remote leadership, virtual teams, offshore leadership etc. is not 
unexplored. It has been subject for several researchers that have investigated the climate in 
which managers and employees find themselves in when working in a remote context 
(Zimmerman, Wit & Gill, 2008; Kelley & Kalloway, 2012). These researches bring to light 
the importance of qualitative communication, trust within teams and the constellation of 
virtual teams (Szewc, 2013; Alsharo, Gregg & Ramirez, 2018), as well as the experiences, 
needs and performance for teams as a whole (Schmidt, 2014; Kelley & Kalloway, 2012; 
Keyworth & Liedner, 2002; Powell, Piccoli & Ives, 2004). 
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Trust between leaders, managers and employees has been proven in several studies to be a 
critical factor for the overall performance in a remote, or semi-remote, setting (Cheng et.al, 
2016; Alsharo, Gregg & Ramirez, 2018). Cheng, Fu and Druckenmiller (2016) claims in their 
study that geographically dispersed teams or employees are in need of a higher level of 
mutual trust than in a proximal setting. But the ability to build and establish the feeling of 
trust is strongly related to the development of the initial relationship (Gerke, 2006; Cheng 
et.al, 2016). This has proven to be more difficult for managers with remote employees, and 
this has much to do with the lack of face-to-face interactions and the ability to observe 
physical behaviours (Gerke, 2006; Alsharo, Gregg & Ramirez, 2018).  
Cheng, Fu and Druckenmiller (2016) also argues that existing research on the subject neglects 
several aspects and dimensions of trust and puts a lot of focus on the initial establishment of 
trust rather than building and maintaining trust over a longer period of time. How trust is built 
and maintained between managers and employees, and what factors of trust that need to exist 
in order for remote collaborations to be efficient and successful is an area that is in need of 
further research. (Brown, Poole & Rodgers, 2004; Eisenberg & Krishnan, 2018).  
 
 
 

1.3 Aim 
In this thesis, the aim is to build an understanding of how managers initially establish a long-
term relationship and the sense of trust with an employee with whom they rarely interact with 
in a face-to-face setting. And to further explore what factors affect the sense of trust, and thus 
the relationship, over time, and in what way it is affected.  
 
 

1.3.1 Thesis question 
How does factors of trust causes increase or decrease of trust in the leader – employee 
relationship in a remote context? 
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2 THEORETICAL FRAMEWORK 
Here we will present the framework that has been used in the research. This includes 
presenting basic knowledge regarding leadership and different leadership styles, as well as 
present trust and trust in the remote context. 
 

2.1 Traditional leadership  
Leadership and management are two terms that, when discussed, often are separated and 
talked about like two different personality-types. Sometimes they are even displayed as 
contrapositions to each other (Jönsson & Stannegård, 2015). A major difference between a 
manager and a leader is that a manager is a formal position that you are appointed. This 
position gives you mandate and the ability to steer people that are your subordinate. A 
manager is someone who have influence and spends time on administrative activities such as 
planning, organizing, budgeting, co-ordinating etc. To be a leader, on the other hand, is quite 
different. A leader is someone who people want to follow, someone who inspires and have the 
ability to mobilize followers towards a common goal. However, this differentiation has 
sometimes been argued to do more damage than good to the subject (Jönsson & Stannegård, 
2015). Some authors argue that a manager must not only know how to deal with the 
administrative parts, but also the interpersonal aspects. Meaning, a manager must also know 
how to lead (DuBrin, 2013).  
 
 

2.1.1 Traits and behaviours of leaders 
Leadership traits and behaviour is something that has been studied in ‘normal’ settings, in this 
case meaning a proximal context. And just as in studies about traditional leadership, a lot of 
focus when talking about leadership in the remote setting is put on leadership behaviours and 
traits (Gilson et.al, 2015).  
 
Certain traits and behaviours have traditionally been used to distinguish good leaders, this can 
be traits such as agreeableness, emotional stability, extraversion, charisma etc. (Judge, Piccolo 
& Kosalka, 2009). 
 
 

2.1.2 Leadership styles 
Existing literature overflows with different types and styles of leadership: spiritual, servant, 
pragmatic, heroic, functional, project, global, female etc. And because of the frequent use of 
adjectives to define the different styles of leadership, some argue that it is merely a way to 
describe the context in which the specific leadership is exercised (Anderson & Sun, 2017). 
But boiled down, three major styles of leadership can be identified, which re all based in Bass’s 
(1985) ‘Full-Range Leadership Model’: transactional, transformational and laissez-faire, the 
latter meaning ‘the absence of leadership’. In the early literature about transactional and 
transformational leadership, the two styles were treated like each other’s opposites. But later, it 
was argued that they were two different concepts, but that the best leaders were both 
transactional and transformational (Judge & Piccolo, 2004). 
 
Transactional Leadership 
Transactional leadership consists of three dimensions (Judge & Piccolo, 2004; Yahaya & 
Ebrahim, 2015; Anderson & Sun, 2017). Contingent reward ‘is the degree to which the leader 
sets up constructive transactions or exchanges with followers: The leader clarifies 
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expectations and establishes the rewards for meeting these expectations’ (Judge & Piccolo, 
2004). As well as the leader clarifies the appropriate reward for met accomplishments, this 
also includes some sort of punishment if they are not met. It is left upon the follower to meet 
the requirements and complete the given task, and the roles are clearly defined (Yahaya & 
Ebrahim, 2017). Management by exception ‘is the degree to which the leader takes corrective 
action on the basis of results of leader–follower transactions’ (Judge & Piccolo, 2004), this 
dimension is differentiated by active and passive. Being active refers to a leaders’ proactive 
work to prevent problems, by studying behaviours and to take corrective action before it has 
caused serious problems, and being passive refers to leaders that wait until the problem has 
gone too far before taking any action (Yahaya & Ebrahim, 2017). 
 
Transformational Leadership 
A transformational leader is a leader who ‘appeal to higher ideals and moral values and 
empower followers to produce profound and fundamental change’ (Yahaya & Ebrahim, 
2017). The transformational leadership is a style of leadership that covers four dimensions: 
idealized influence, inspirational motivation, intellectual stimulation and individualized 
consideration (Judge & Piccolo, 2004; Michel, Lyons & Cho, 2011; Anderson & Sun, 2015; 
Yahaya & Ebrahim, 2017). 
Idealized influence (charisma), is the different traits and behaviours that a leader possesses 
that speaks to followers on an emotional level. Which makes them identify with and want to 
follow the leader (Judge & Piccolo, 2004). 
Inspirational motivation is an attribute within a leader who is able to formulate a vision with 
‘attractive future states’ and share with their flowers. Through this vision, followers get 
encouraged and motivated to work hard to achieve a common goal (Yahaya & Ebrahim, 
2004).   
 
 
 

2.2 Trust 
2.2.1 The concept of trust 
Trust is a frequently investigated subject in relationship studies. But because of the different 
standpoints and perspectives of those studies, there is no one commonly used definition 
(Cheng, Fu & Druckenmiller, 2016). But for this thesis, we will apply the definition that 
Mayer, Davis & Schoorman (1995) proposed in their study. The definition applies to 
interpersonal trust, which is the case in the remote context and is therefore well-suited for the 
purpose of this thesis. And figure 1, Mayer, Davis and Shoorman’s (1995) proposed model of 
trust is displayed. 

‘The willingness of a party to be vulnerable to the actions of another party based on 
the expectation that the other will perform a particular action important to the 
trustor, irrespective of the ability to monitor or control that other party.’ – Mayer, 
Davis & Shoorman, p. 712, 1995 

Trust has proven, not only to have positive impacts on commerce, negotiations, and increased 
competitive advantage But, also to be an important factor in leadership and to have a general 
good impact on overall team performance (Brown, Poole & Rodgers, 2004; Cheng, Fu & 
Druckenmiller, 2016). Trust has the ability to create a sense of ‘internal security’. And in the 
remote context technological aids ensure knowledge-sharing and can enhance the sense of 
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trust in a relationship. But according to Nolan, Brizland and Macaulay (2007), there is a need 
for social factors and ‘natural language’ to reach a deeper level of trust.  
 
 

 
 
 
 

2.2.2 Factors of trust 
Throughout literature, there are some aspects that are commonly identified, independent of 
the context is has been studied. By analysing different definitions of trust, seven factors that 
coexist in relationships, constitutes the feeling of trust can be identified (Hoy and Tschannen-
Moran, 1999; Tschannen-Moran & Wayne, 2000). 
 
Willingness to risk vulnerability 
Trust does not, per se, mean that you take a risk. But risk-taking and exposing yourself to be 
vulnerable is one part of the definition of trust that we use in this paper (Mayes, Davis & 
Shoorman, 1995; Cheng et.al, 2016). According to Tschannen-Moran and Wayne (2000), 
trust is interdependent, and with it comes vulnerability. This can be explained as: ‘Trust is 
then considered as a willingness to be vulnerable under conditions of risk and 
interdependence’ (Cheng et.al, p.271, 2016).  
 
Confidence 
In literature, there is no distinct difference between the two concepts confidence and trust. But 
one differentiation that has been made is ‘trust differs from confidence in that it requires a 
previous engagement on one’s part, recognizing and accepting that risk exists’ (Cheng et.al, 
2016). The reasons why one would place oneself in that risk depend on various factors such 
as hope, need, masochism etc. But ‘there is growing consensus that trust resides in the degree 
of confidence one holds in the face of risk rather than in the choice or action that increases 
one's risk’ (Tschannen-Moran & Wayne, p. 557, 2000).  
 
Benevolence 
Benevolence is the aspect of trust where an individual feel confident and ensured that another 
individual or party will not exploit the well-being of themselves, someone or something 

Figure 1. Mayes, Davis & Shoorman’s (1995) proposed 
model of trust. 
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which they care about. Even if the opportunity would present itself (Tschannen-Moran & 
Wayne, 2000). For the interdependence of trusting relationships, benevolence is considered to 
be a vital aspect (Cheng et.al, 2016). 
 
Reliability 
As Cheng, Fu and Druckenmiller (2016) stated, trust is the perception of likelihood and 
predictability. Which has much to do with knowledge of previous behaviours and actions of 
an individual or a party (Tschannen-Moran & Wayne, 2000). Reliability can be explained as 
the confidence that the sense of benevolence will be fulfilled (Cheng et.al, 2016). 
 
Competence  
When a certain skill or special knowledge is needed for an individual to be able to meet 
expectations, the good will in people is not always enough (Tschannen-Moran & Wayne, 2000). 
The competence, or lack of competence, that an individual or a party possesses may increase 
or decrease the sense of trust since it affects their ability to perform in a desired manner (Cheng 
et.al, 2016). 
 
Honesty 
‘Honesty speaks to a person’s character, integrity, and authenticity’ (Tschannen-Moran & 
Wayne, p. 558, 2000). Honesty implies that a statement or a promise from another party is 
truthful, from their perspective, and reliable (Tschannen-Moran & Wayne, 2000). When a 
persons’ statements are aligned with their actions, it shows their integrity, and the ability to 
take responsibility for their own actions without trying to put the blame elsewhere, shows 
authenticity (Hoy & Tschannen-Moran, 1999).  
 
Openness 
Openness is part of interacting processes (Brown, Poole & Rodgers, 2004) and refers to the 
characteristics of communication (Lewicki, Tomlinson & Gillespie, 2006). It is a 
characteristic that is related to a persons’ integrity and their benevolence (Mayer, Davis & 
Shoorman, 1995). An open culture allows for open communication and makes information 
flow freely (Cheng et.al, 2016). It allows individuals to share concerns and problems, and 
making themselves vulnerable, while still feel that their feelings or the information that they 
share will be exploited (Tschannen-Moran & Wayne, 2000).   
 

2.2.3 Types of trust 
The degree and type of trust that appears in situations and relationship is dependent on 
context (Tschannen-Moran & Wayne, 2000). McKnigt and Chevarny (1996) could in their 
study identify three different dimensions, or types, of trust: dispositional trust, 
personal/interpersonal trust, and impersonal/structural trust. These dimensions help to give 
insight regarding the structural environment in which collaborative relationships are 
established and they help to understand the importance of trust within these relationships. 
(Getha-Taylor et.al, 2019). 
 
Dispositional trust 
This is the ‘basic’ trust in each, specific individual and is independent of context (Cheng et.al, 
2016). This is a belief in the good in humans and is based in personality traits and behaviours 
(McKnight & Chevarny, 1996).  
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Personal/Interpersonal trust 
The personal/interpersonal trust is unlike the previous type defined by situation (Cheng et.al, 
2016). Personal trust referrers to a single individual trust in another individual (or sometimes 
individuals’), and interpersonal trust referrers to a group of people’s trust in another group or 
party. But this trust is limited to specific situations and does not exist otherwise (McKnight & 
Chevarny, 1996). This is sometimes also referred to as situational trust and then includes both 
the personal and interpersonal aspect (Cheng et.al, 2016).  
 
Impersonal/structural trust 
This is, like the personal/interpersonal trust, dependent on situation. But unlike the first two, 
this type of trust is not related to an individual or a group. Instead, it is a trust that is 
institutional and connected to a system. It can be trust in the healthcare system, banks etc. 
(McKnight & Chevarny, 1996). 
 
 
 

2.2.4 Distrust or the absence of trust 
The definition that is used in this thesis by Mayer, Davis and Shoorman (1995) is based on 
that one puts oneself in a vulnerable position. Lewicki, McAllister and Bias (1998) explain 
distrust ‘to be the expectation that others will not act in one's best interests, even engaging in 
potentially injurious behavior, and the expectation that capable and responsible behavior from 
specific individuals will not be forthcoming’, and is therefore often treated as polar opposite 
to each other (Lewicki, McAllister & Bias, 1998; Lewicki, Tomlinson & Gillepsie, 2006; 
Getha-Taylor et.al, 2019).  

However, Lewicki, McAllister & Bias (1998) argued that both trust and distrust can coexist in 
a relationship, but at different levels. At an initial state, in a new relationship, it is common to 
have both low trust as well as low distrust. This is mostly true in those cases where there is no 
prior knowledge regarding the person (Lewicki, McAllister & Bias, 1998). Figure 2 shows 
Lewicki, McAllister and Bias’s (1998) framework for the two-dimensional approach to trust 
and distrust. Where the two dimensions create four different outcomes.  

The level of trust or distrust can be affected of several factors such as previous experience or 
reputation (Lewicki, Tomlinson & Gillespie, 2006). A decrease of trust in an existing 
relationship is caused by some sort of violation. A violation is the conformation of an act or 
behaviour from the trustee, that did not meet the expectations with the trustor (Fuoli & 
Paradis, 2014). 
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2.3 The remote context 
2.3.1 Leadership in the remote context 
There are researchers that state that physical encounters and face-to-face contact is in fact 
necessary for effective and successful leadership (Kelley & Kelloway, 2012). The remote 
context is defined by the physical and geographical distance between leader and employees 
and is mostly based in a virtual setting, meaning that communication is foremost computer-
meditated and face-to-face interactions are rare and used as an addition (Kelloway et.al, 2003; 
Kelley & Kelloway, 2012; Zimmerman, Wit & Gill, 2008).  
 
On the subject on leadership behaviours, they are considered to be either task- or relationship 
oriented, at both individual as well as team level (Liao, 2017).  On a team level, researchers 
say that it is less likely that the team as a whole is relationship-oriented when working in a 
remote, virtual setting. But at the same time, there are others that state that being relationship-
oriented is important in this kind of settings to avoid the feeling of isolation and exclusion 
(Gazor, 2012; Liao, 2017). 
 

 

2.3.2 Challenges  
Even though the remote setting and virtual teams are somewhat defined by the ways of 
communication, there are some challenges and limitations. Researchers state that up to 70 % 
of the information in face-to-face interaction is non-verbal, instead it consists of facial 

Figure 2. Integrating Trust and Distrust: Alternative Social 
Realities (Lewicki, McAllister & Bias, 1998). 
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expressions, tone of voice etc. And for a long time, when written communication (letters, fax, 
e-mail etc.) constituted the majority of communication, a lot of the features of communication 
was lost. However, other ways of communicating such as videoconference and other software 
has grown rapidly which in some form enables face-to-face communication remote settings 
(Gazor, 2012). The problems that occur with communication in the remote setting can lead to 
other problems (Szewc, 2013). It can create a sense of isolation and detachment from a group 
or organisation, which may cause a decrease in performance and efficiency, and a decreased 
sense of trust for both managers and employees (Szewc, 2013; Eisenberg & Krishnan, 2018). 
Szewc (2013), however argued that these problems can be reduced with regular, high-quality 
communication.  
 

2.3.3 Trust in the remote context 
In a work-setting, trust is an interdependent feature: a mutual trust that the other part will 
meet certain expectations to reach set personal and organizational goals (Mayer, Wilson & 
Shoorman, 1995; Wilson, Straus & McEvily, 2006). Trust reduces complexity in a remote 
setting (Cheng et.al, 2016) and provide a sense of internal security (Nolan, Brizland & 
Macaulay, 2007). Knowledge about the establishment and maintaining of trust creates an 
efficient workplace (Brown, Poole & Rodgers, 2004), and a high level of trust has a direct 
positive effect on both individual and team performance (Cheng et.al, 2016; Alsharo, Gregg 
& Ramirez, 2017). Even though trust is important in all kinds of teamwork (Wilson, Straus & 
McEvily, 2006), it is even more important in a remote context. Since the collaboration is only 
possible if both parties in it are willing to be honest, learn and perform a given task (Brown, 
Poole & Rodgers, 2004). 

Studies have shown that establishment of trust and building relationships is easier where 
daily, physical encounters are possible. This is due to the access of social information, such as 
facial expressions and tone of voice (Wilson, Straus & McEvily, 2006). In the remote context, 
where technological means of communication plays a larger role, it is more difficult to build a 
deeper sense of trust. Because of this, a balance between physical interactions and 
technological communication is desirable in a remote work context (Cheng, Nolan & 
Macaulay, 2013). 
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3 METHOD 
In this section will give an insight in the method that was used to write this thesis. 
The author chose a qualitative approach for this thesis. The reason for this was to get the 
more in-depth knowledge that is available because of its more unstructured nature (Ghauri & 
Grønhaug, 2010). 
 

3.1 Framework establishment and Data collection 
3.1.1 Literature review 
The main objective with the literature review is to establish a framework for the research 
problem, and to get an understanding for concepts, variables and methods that will act as a 
foundation for the upcoming research (Ghauri & Grønhaug, 2010). The review included 
theories about leadership, trust and how these relate to the remote context.  
The initial literature review was conducted to shape the problem area for this research. In that 
initial study, a research gap was identified with regards to the area of the emerge and 
evolvement of trust over time, specifically in the long-term leader – employee relationship. 
After a further review it was possible to formulate the research question. The review is also 
the foundation for the interview that was conducted to gather empirical data.  
 
The literature that has been part of the review has been gathered from journals, books and 
articles. All from the different databases provided by Blekinge Institute of Technology. The 
terminology that has been used has included phrases such as: ‘remote leadership’, ‘virtual 
leadership’, ‘organizational trust’, ‘the absence of trust’ etc.  
 
 

3.1.2 Interviews 
Because of the choice of a qualitative approach for this study, the writer chose to conduct 
semi-structured interviews to collect empirical data. This enables the author to get a more in-
depth understanding of the focus area (Cypress, 2018). The semi-structured technique needs 
preparation in form of predetermined number of respondents, whom to interview and pre-
prepared questions. Unlike a structured interview, the questions should have an open 
character that invites the respondent for a discussion and the possibility to share their 
perspective. And they are, however, more structured than an unstructured interview who gives 
the respondent opportunity to speak freely around given topics. (Ghauri & Grønhaug, 2010). 
 
 

3.1.3 Case and choice of respondents 
To limit the possible number of respondents and to create a unity for the thesis, the author 
chose to only reach out to people in a management position in Swedish consulting firms, 
where working with geographically dispersed employees is common. The reason for this 
limitation is because of the large variety in which Knowledge-Intense Business Services that 
exists (Muller & Doloreux, 2009). As mentioned in section 3.1.1, there was a gap in research 
that was identified regarding long-term relationship in a remote, or semi-remote, context. 
Even though consultants work in different teams over time, the relationship between a 
manager and consultant/employee is long-term, which was the focus for this thesis.  
 
To reach out to people who suited the limitations for the study, the author chose to send out e-
mails to people of interest whom they have had previous encounters and also use these 
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connections to reach more people that could be of interest. To further widen the geographical 
search for people of interest, social media groups were used.   
 
In total, there were 6 respondents that participated in this study. The respondents all belong to 
six different, Swedish, consulting firms in different branches ranging from IT to railroad 
construction. They all hold a managerial position within their respective firm, but all have 
different experience and backgrounds. There was also a good variety in gender and age 
between the respondents. 
 
 
Respondent Years on a 

management position 
Current Position  Date Length 

1 18 Section Manager 2019-08-30 33:32 
2 2 Business Area Manager 2019-09-02 18:35 
3 20 Section Manager 2019-09-03 32:44 
4 12 Unit Manager 2019-09-03 33:35 
5 3 Unit Manager 2019-09-04 25:23 
6 +10 Section Manager 2019-09-06 30:30 

Table 1. Selection of respondents 
 
 
 

3.2 Implementation and Analysis 
3.2.1 Interview guide 
Before conducting the interviews, an interview guide was created with help from the 
supervisor provided from Blekinge Institute of Technology. The questions were based upon 
the theoretical framework that had established throughout the literature review. 
The initial questions were shorter and was aimed to open up for discussion regarding the 
respondent’s education and background within the field. After that, they were asked questions 
regarding leadership and relationship establishment, before getting to trust which is the main 
focus for the thesis. The questions were designed in a way that their answers would open up a 
discussion. The order in which the questions were asked and what follow-up questions that 
came up varied between the interviews depending on their answers and the nature of the 
discussion that took place. The full interview guide can be found in Appendix A, since the 
interviews were held in Swedish, the guide is written in Swedish.  
 
 

3.2.2 Conduction of interviews 
Each interview was scheduled with the respondents to be conducted face-to-face or through 
voice calls. The face-to-face interviews were conducted in each respondents’ office, whereas 
the voice calls were conducted from the authors own home. The interviews took place 
between the 30th of August and the 6th of September in 2019, and each interview took between 
20 – 35 minutes each depending on the discussions that occurred.  
 
Before the interviews, the respondents had only received a brief description of the purpose for 
the thesis. The aim with this was to be able to catch the genuine reactions to the questions 
they were asked. Depending on the answers and discussions that took place, different follow-
up questions were asked. This could be to clarify statements or to get more information from 
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that specific question. Some of the interviews had statements that made the author ad or 
rephrase some questions. since they gave such insight to the subject. 
 
 

3.2.3 Analytic method 
For this study, a thematic analysis was made. A thematic analysis is done to identify patterns 
and themes within a set of qualitative data (Scharp & Sanders, 2019). Every interview that 
was conducted was audio recorded, this provide assurance of indubitable data and it enables 
an exact transcription of the interview (Cypress, 2018). 
 
To begin the thematic analysis, all the recorded material was compiled through transcription 
word by word. The transcription gives the author the possibility to further familiarize with the 
information and to better understand the data (Castelberry & Nolen, 2018). In total, there was 
51 pages of transcribed material. Themes that occurred throughout the material was: 
leadership, relationships, communication, trust and others. These were then colour-coded to 
give a better overview of the material, the themes with their respective colour can be seen in 
table 2. Each theme was then analysed separately while parallels were drawn to the theoretical 
framework that was created in section 2.2.2.  
 
 
Categories/theme 
Leadership 

Relationships 
Communication 

Trust 
Other 

 
Table 2. Themes used in the thematic analysis 
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4 EMPIRICS 
In this section the empirical data that has been collected throughout the interviews that were 
conducted with six people in management positions in six different consulting firms. Three of 
the interviews were conducted in a face-to-face setting, and three were conducted via voice 
calls through telephone, Skype or Facebook Messenger.   
To analyse and present the data, it has been categorized based on the theoretical framework of 
this thesis: general leadership, relationships, identity, communication, trust, own experiences 
and other. Each theme will be presented with an overview of the data collected on the subject, 
then each respondent’s data will be displayed one-by-one. 
 

4.1 Leadership 
The words we hear being used throughout the interviews to describe the styles of leadership 
in the remote context are encouraging, open, personal, communicative, supportive etc. Some 
of who are closely related to each other. As a manager in this context, they experience that 
they have to have the ability to somewhat individualize their leadership depending on the 
specific needs of each employees. This is evident in the statements made by respondent 1 and 
4 who believe in not only adjust leadership to the individual, but also to specific situations. As 
respondent 1 further described, this is to make the employees feel comfortable and safe in 
their workplace. Respondent number 3 explained the importance of taking care of their 
employees, since they constitute the business. And respondent 4 continued this by stating that 
it is important to have employees who enjoy their workplace, both for their own sake and for 
the business to keep their expertise within.  
 
Respondent 1 
To describe their style of leadership, respondent number 1 uses words such as motivational 
and encouraging.  

‘If you don’t have motivation, it doesn’t matter what education, or tasks or 
challenges, or whatever it is I throw at you. If you don’t want to be here and 

now, it won’t end well.’ -Respondent nr. 1 

The respondent highlights their ability to individually and contextually adjust their leadership 
to make it as efficient as can be, while still making their employee feel comfortable in the 
situation. This can, however, in some extent create confusion with other employees. The 
respondent explains the confusion like this:  
 

‘That I don’t treat all people the same way. It sounds horrible, but that’s 
what you get when you individually and contextually adjust things. You 
might have other demands or say some things in a different way to one 

specific person to make it as efficient as you can and to make that person 
feel comfortable. And some might think this to be unjust.’ – Respondent nr. 

1 

When speaking about leadership in the remote context, the respondent feels that the biggest 
challenge that you as a manager and leader has to work actively with has to do with 
understanding peoples’ feelings. When in the proximal context, you can notice from day to 
day if something is up, but this is not possible with someone who is placed with a customer.  
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Respondent number 1 has, themselves, worked in a remote context before being assigned a 
management position. When asked if they feel this has helped when moving up to 
management the respondent answered:  

‘Definitely. I think that is really important to sit in that position yourself to 
realize what it is needed.’ – Respondent nr. 1 

 
Respondent 2 
Respondent number 2 describes their leadership using words like open, honest and personal 
to describe their leadership.  

‘But I try to be as open and honest as possible, and quite personal as well. 
I, kind of, open up and try to create some kind of candidness through that.’ 

– Respondent nr. 2 

The respondent however acknowledges that their way of leading can maybe cause confusion 
regarding how personal they can be before employees might start to question the definition of 
their relationship. 

‘It might be possible that it can be hard to separate my role with how close 
you can become before it gets complicated. Possibly, I haven’t seen any 

problems with it yet. But it is what I can see that might cause 
complications.’ – Respondent nr. 2 

 
Respondent number 2 worked as a consultant at the same firm before they reached a 
management position.  

‘Yes, I definitely believe so. You have a whole other understanding for what 
it means to be on the other side.’ – Respondent nr. 2 

 
Respondent 3 
Respondent number 3 describes their leadership with terms such as communicative, 
dedication, participation and give clear requirements. They compare the consulting business 
with the production industry and highlight the difference in the importance of the workforce.  
 

‘You can, for example take a product company or a telecom operator, 
where the staff is obviously important, but it is also the case that if the staff 

go home, the company would still make short-term money to sell their 
product, because it is a product you sell - you get a consulting company and 
that context, the staff is your entire balance sheet. That is, the staff is even 
more important at a consulting company than I would say in a company 

that produces services or products.’ – Respondent nr. 3  

 
But they also bring up the risks that might come up when striving towards making the 
employees enjoy themselves to perform.  

 ‘It’s about finding balance, as I said, where you must make the people 
enjoy themselves, want to stay, evolve and do a good job with the client. 

And not, like I said, be make any demands.’ – Respondent nr. 3 
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The respondent has their own experience in working as a consultant, both in house as well as 
placed with clients, even abroad. With this full spectrum view, they believe they can more 
easily relate to their employees as well as know what demands they can make.  
 
Respondent 4 
The fourth respondent describes their leadership as coaching and supportive.  

‘I work in a branch where there is a lot of specialists in my group. So, I 
have strong believes in their ability to lead themselves.’ – Respondent nr. 4.  

The respondent have themselves never experienced the need to be managed and lead on a 
detailed level and applies the same kind of leadership upon their employees. They, however, 
know that this is not a style of leadership that fits everyone and tries to individualize the 
leadership to the needs of the employees.   
 
A struggle that the respondent might find when leading people that are placed with a client is 
a lack of feedback. This has mostly to do with communication from the client about things are 
going, but this also gives them a good picture of what the consultant is good at and what they 
might need to work on. In the proximal context, the respondent feel that they can pick up on 
certain things that employees might need help with, that they do not always notice 
themselves. This is not possible when employees are placed with a client, unless they get 
direct feedback from them.  
 
The respondent has themselves worked in a context where their manager has been otherwise 
located. They experience that there has been a big amount of trust from the manager and that 
they were able to do their thing. They also believe that this has then helped when managing 
others in the same context, to know what is needed.   
 
Respondent 5 
Respondent number 5 describes that people find them to be a tough manager, but also explain 
that they have very much fun together in their group. The respondent also describes 
themselves as supportive. 

‘I have my employees’ backs. So, it’s very important that we keep an open 
dialogue, because we are all human, we can all make mistakes. But that you 

bring it up, it’s really important.’ – Respondent nr. 5 

The respondent also explains that they always work very hard in their groups, with clear 
directives and goals. They experience that because of this, people often want to work with the 
respondent. But they also explain that this style of leadership is not for everyone: 

‘I can imagine that those who prefer to be on “the lazy side” … They won’t 
get away. Since I am kind of a control-freak, I know what pretty much 

everyone is doing. So those people might not like working in my group. But 
you also have to make adjustments, everyone is good at something.’ – 

Respondent nr. 5 

The respondent refers much to their own boss, and what they have learned from them. They 
believe this has helped them as leaders themselves. 
 
They as well, has previous experience working in a setting where a boss or manager isn’t 
physically present. 
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Respondent 6 
This respondent descries their leadership as transparent and being forward. 

‘People know where they have me, and that creates a kind of comfort with 
the people I work with.’ – Respondent nr. 6 

At the same time, they know they have high demands on employees, as well as themselves. 
But at the same time, they believe that it is okay to fail, as long as you learn something from 
it.  
The respondent is also aware that some of their traits may be intimidating to some in the 
beginning. 

’Since I am straight forward and pretty single-minded, this means that I 
just… go for it. And that can sometimes be perceived as a little... blunt. 

People might be a little scared, initially, and I am aware of that when I meet 
new people, I need to take a moment and think, so I don’t scare them to 

death… and just go. Then you realize that I am actually a quite nice 
person.’ – Respondent nr. 6 

 
 
 

4.2 Relationships 
In the remote context, the respondents had a unanimous opinion that it is hard to establish a 
relationship, and to gain that initial trust with someone who you may have limited face-to-
face time with. 
Respondents 2 and 3 explained routines for making a new employee feel as part of the 
organization, give them a sense of belonging and begin to build a relationship early on, To 
further deepen both the individual relationship with employees as well as with the group, 
several respondents arranged activities of some sort. As respondent 2, 4 and 5 explained, just 
a regular lunch can get you far, either one-by-one or in a smaller group. And respondent 3, 4 
and 5 also highlighted more arranged activities, both related to work as well as social 
gatherings such as dinners.  
 
Respondent 1 
When building an initial relationship with a new employee, respondent number one starts 
from the very beginning to try to read the other person. And adjust their way of being to be 
able to meet in a safe and comfortable environment.  

‘If I sense that the person, from the beginning is feeling unsafe and 
uncomfortable, then I have to bring that nervousness down by maybe 

making a few jokes, ask what their interests are and let them take some 
place. Because if I get authoritative in that first step, with a person like that, 

they are going to become even more nervous.’ – Respondent nr. 1 

But they also talk about the ability to adjust your standing in the opposite direction, to become 
more authoritative to a person that might be overplaying it, as the respondent said. These 
adjustments are all made to make everything right from the start.  
 
The respondent keeps coming back to the word safety when talking about the relationship 
between them and the employees and they compare this relationship with raising children. 
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The term whip is used to describe excessive authority over someone, and the respondent states 
that this might be a good way to achieve short-term goals but is not efficient in long-term.  

‘I believe strongly that performance comes from safety. It’s the same with 
our children, if we show them love and candidness and make them feel safe, 

they will evolve so much. Much more than if you stand there with the 
‘whip’. Same thing.’ – Respondent nr. 1 

 
The ability to build a relationship is perceived by respondent number 1 to be a lot more 
difficult if they don’t get some time in the office ahead of placing the employee with a client. 
In these cases, they increase the communication with the new employee, as well as with their 
colleagues on site and the client to see how the individual adjusts and performs. 

‘It’s important to give them a unified picture of what we stand for. If 
everyone can gather around that, you create a massive strength.’ – 

Respondent number 1 

If this can be achieved, the respondent experience that the employees also strengthen their 
relationships and can find support in each other.  
 
Respondent 2 
In the firm that respondent number 2 works in, a new process for bringing in new employees 
has just been taken to action. This process is meant to include the new individual as soon as a 
contract has been signed and to involve them in the activities that is taking place in the firm. 
Apart from this structured process brought by the firm, respondent number 2 has regular 
contact with the new employee. And they also have the new person come in at least for one 
day, to the office to get to know them and the rest of the firm.  
 
The respondent explains that they experience that it is more complicated to build that initial 
relationship with someone who is employed and then, almost immediately, placed with a 
client.  

‘You get to know the person much easier, in a more relaxed way if you are 
in the same place. It is easier to make it more spontaneous, maybe grab a 

coffee or just pass by and say something. Whereas, if the person goes out to 
a client early on, it takes more effort from both ways to establish the 

relationship.’ -Respondent nr. 2 

 
The respondent also say that it is important for the firm to increase the sense of belonging 
amongst the employees. They do this by arranging different kinds of activities, bot fun and 
more educational. They state that this has been done all along, but with the new ‘on-
boarding’-process that they mentioned, this is now more structured and formalized. 
 
Respondent 3 
Respondent number 3 describes a process with a new employee that starts early on. 

‘We start building a relationship with the new employee from the first 
interview. When we mutually decide that we want to proceed, that’s where 

we start building the relationship. So, from the point that you sign a 
contract of employment, then it might take three months before you start 
working, but already at that point you become a part of the information 
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flow from the firm. You get invited to breakfasts, information meetings, and 
courses that we do. When you then start working, there is a formal process, 

checklist, with an introduction-day where we go through, more in-depth, 
practical things like time reporting, internal routines and so on.’ – 

Respondent nr. 3 

Respondent number 3 continues talking about the relationship dynamic in the consulting 
business. That a consultant has one manager who hands out your salary at the same time as 
you perform your work somewhere else. They therefore try to achieve a balance by trying to 
let the employee work in-house for certain periods of time. 
 
Another important aspect that the respondent speaks of is to take the time to meet every 
individual and also create platforms for all employees to meet.  

‘That’s why it’s so important, when you have employees elsewhere. That 
you, as a manager, need to have to discipline to look at “When did I last 

meet him or her?”. That you actually meet each individual, and that you see 
them and talk to your employee.’ – Respondent nr. 3 

 
Respondent 4 
The respondent explains that, when taking in a new employee, they start with having an 
introduction. Showing them the different computer systems etc. And often the new individual 
will belong to a team, and the team-leader introduces them to their everyday job. They then 
have a structure for how often they try to talk to their employees when placed with a client.  

‘In the beginning we talk to them every week, sometimes maybe more. Bur 
after a while we start to let them go, bit by bit.’ – Respondent nr. 4 

 
Respondent number 4 also describes the case when the client is in quite a hurry and need the 
consultant immediately. In those cases, there is no time for the first introduction, then the 
respondent goes with the new employee to the client and then schedule the introduction for 
another day later on. They also use lunches to interact with their employees, either with one 
person at a time or with the whole team of consultant that is with that specific client.  
The respondent also highlights the importance of doing different activities with the employees 
to bond with other colleagues and build an identity around the firm and still feel connected.  

‘Some has a tendency to build strong relationships with the clients, and 
there’s nothing strange about that. But it’s we that pays their salary, so it’s 

important that they have a relationship with us to.’ – Respondent nr. 4 

 
Respondent 5 
The respondent describes how they start establishing a relationship at the first interview to get 
a feeling for the person.  

‘I’ve learnt over the years that gut, that’s the number 1 thing. I don’t read 
the resumé for the first interview, I let it be like an open book.’ – 

Respondent nr. 5 

They continue to explain that for the second interview, that’s where they look at the resumé 
and talk to references. 
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To further build relationship with their employee, and so that the employees build 
relationships with each other, they arrange different kinds of work-related activities. Such as 
courses and teambuilding.  
 
The respondent also works as a project manager and explains that the first startup-meeting, 
they try to keep physical to strengthen the team. And at the end of the project with a meeting 
where you bring up problems that might occurred on the way etc. They also use roleplay to 
create a deeper understanding for one another and understand things from their perspective.  
 
Respondent 6 
Respondent number 6 believes in being human and kind when establishing a relationship, and 
not be constrained and unnatural. 

‘I am very much myself, and that usually puts people in a sense of comfort.’ 
– Respondent nr. 6 

They try to tell the new employee a little bit about themselves, as well as ask about them, 
where they come from etc.  
 
To regularly meet their employees, respondent 6 often use lunches. Either one-on-one, or in 
larger groups. This is both to socialise, check in and to establish a culture amongst the 
employees. So that they feel connected to the firm.  
They also use monthly or quarterly meetings, where more people attend, as a possibility for 
people to connect and interact with each other. 
 
The respondent also explains the difference between different firms and what possibilities 
there are for connecting with each other through different kinds of meetings and other 
activities.   
 
 
 

4.3 Communication 
The majority of communication that appeared in the interviews where dominated by 
technological means, such as phone calls, e-mail and videocalls. The most common way to 
communicate formal errands, was e-mails. For the more informal communication the 
preferred means varied amongst the respondents. For example: respondent 1 preferred phone 
calls, respondent 2 used videocalls and respondent 6 used Microsoft Yammer to create a 
common space for communication between employees and managers. 
But for the majority, the physical meetings were an important feature. As respondent 1, 3 and 
4 mentioned, regular physical meetings can help read the other person, to make sure that they 
are not being exploited in any way and to make sure that every aspect of the assignment is 
going alright. But respondent 1 and 4 also mentioned that the interval of the physical 
meetings, and communication overall, needs to be individualized. Respondent 2 tried to 
include physical meetings once a month, but they acknowledge that this might only be 
possible as long as they work with a relatively small group of people. That some employees 
need more frequent communication, while some do quite fine on their own and reach out 
when they need to. Respondent 4 further believed that it is important to keep track of the 
communication that you have with the employees.  
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Respondent 1 
Respondent number 1 highlights the importance of physical meetings, even in the remote 
context. And to have these meetings scheduled and not randomized, this means that the 
meeting is on both the managers and the employee’s terms. Respondent number 1 schedules 
physical meetings at least once a month with employees who are placed with a client. 
 
When talking about the technical means of communication, respondent number 1 prefers 
telephone calls.  

 ‘At least I can hear someone’s tone of voice, and so on.’ – Respondent nr. 1  

When we discuss the intervals in which you should check in with an employee. Respondent 
number 1 believes that this as well must be individually adjusted and keeping an open 
dialogue and ask each individual what they preferer.  
 

‘I don’t believe too much in structuring it too much, that you say that we 
should have one phone call each week for 8 minutes. It can be a bit 

strained, actually.’ – Respondent nr. 1 

 
Respondent 2 
The respondent explains that with the new process that was brought on by the company came 
more structure for communication with employees out of office.  

‘With this new ‘on boarding’-process, things became more formalized. Like, 
fist month you should talk this often, then we should talk that often, and so 
on. But in the end, it is always up to each person to decide.’ – Respondent 

nr. 2 

 
The respondent says that the structure is good to have, but it is also important du individualize 
and ask each person what they want or need.  

‘Some people might think that I’m being annoying for reaching out to often, 
and think “Oh, are you trying to control me or something?”. While others 

might want to talk once a week.’ – Respondent nr. 2 

 
When asked about physical meetings, the respondent answers that it is not something that is 
directly outspoken, but there is an expectation that physical meetings are held.  

‘I evolve how I am all the time. I have recently started with having them 
once a month with each person. Like a coffee every Friday, then there is 

room for both work-talk as well is informal stuff.’ – Respondent nr. 2 

The respondent however acknowledges that this might only be possible as the group they are 
managing is quite small, and don’t know how it will play out in a larger group. But they keep 
as a goal to see everyone once a month.  
 
Respondent 3 
Respondent number 3 highlight the importance of physical meetings with employees, no 
matter where they are located. 
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‘Both by creating a general meeting platform like breakfast, lunch, nigh 
activities or to have a corporate lecture. But also, to have individual 
conversations that you actually make plans for.’ – Respondent nr. 3 

The respondent also talks about individualize communication to what the employee wants and 
needs. While still having the discipline to know when you talked last. 
 
For other types of communication, the respondent uses e-mail for more formal 
communication, and otherwise phone calls. But they still want to see people in person to be 
able to have a dialogue and catch up on things. 
 
Respondent 4 
Respondent number 4 describes the firm as quite decentralized and every unit control itself. 
Therefore, there are no given guidelines for communication with employees. Instead it’s up to 
each manager to keep track of this. They explain that it has happened that they sometime 
realize that they have not talked to someone in a while. But they still don’t believe in keeping 
a too tight schedule, where you call someone just because the schedule says so. That they 
prefer to keep track and make contact when there is a need for it.  
 
Except for the physical meetings, like lunches and social activities, the respondent mostly 
turns to telephone calls and Skype to talk to their employees. 
 
Respondent 5 
Respondent number 4 acts as manager for two separate units in two different cities. One of 
these units they try to visit once every week, but sometimes less. They arrange a weekly 
meeting for the entire group, but since people are working in different projects it is not always 
possible for everyone to join. But with the open dialogue-spirit, employees know where to 
find them if they need them.  
 
Respondent 6 
The respondent experiences that it can be perceived as quite “boring” to only talk to 
employees when “shit happens” and highlights the importance of more informal 
communication and make regular check-ins. 
The respondent believes strongly in digital communication and succeeded in establishing 
Microsoft Yammer at one firm. This created a platform for everyone to communicate with 
each other. This enabled subject-specific chatrooms where people could share knowledge, but 
also a place for people to bring up more private matters.  
 
The respondent described that the people in the firm had previously experiences an 
information deficit. And after they implemented Microsoft Yammer, they were given an 
award for reducing the turnover within the firm with almost 50 %. It had opened up a two-
way-communication that gave people the possibility to ask questions and connect in a 
different way.  
 

 
 

4.4 Trust 
Having a mutual trust is perceived to be crucial in the remote leader-employee relationship, 
as expressed by respondent number 5. This is agreed upon amongst the rest of the respondents 
as well. As a manager, listening to your employees and being honest and open in 
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communication will enable this according to respondent 3. This includes keeping promises 
and not be afraid to talk about the bad things as well.  
The trust might be restricted to the work-setting, but as respondent 1 explained, that it what’s 
important. But reaching a deeper sense of trust with employees is a strive amongst the 
managers, to be able to handle even the more private matters that may occur over time. 
Respondent number 5 expressed that even though handling these things are not included in 
your work description, you have to be there as a fellow human being.  
 
The level of trust and mistrust in the relationship will vary over time. This is caused by 
violations of trust over time, the magnitude of the violation effect how the levels adjust in the 
relationship. But as mentioned by respondent 3, this might also be caused by personal 
chemistry.  
The overall perception is that when the trust is absent, or the level of mistrust is too high, the 
relationship becomes dysfunctional and it cannot last.  
 
Respondent 1 
When speaking about trust, the respondent explains how they perceive the term: 

‘To me, it is to have faith in one another, believe in each other, dare to open 
up, be honest, and so forth. To feel comfortable in the more difficult 

questions.’ – Respondent nr. 1 

Their goal is to achieve this with everyone. They also say that this trust does not always reach 
over to more private matters, it might be the case that you get closer to someone over a 
common interest, but others are described to be more closed up. It’s however, for respondent 
number 1, too important to get to the more private part of the relationship, but at least in the 
work-setting. To be able to be honest and know where you have one another.  
They believe trust to be the core of the relationship, being able to be honest in the work-
setting. 
 
Respondent 2 
Respondent number 2 states that trust is essential in the leader – employee relationship.  
 
To build this trust, the respondent goes back to the terms they used to describe their 
leadership: open and honest. They also highlight the importance to not distance yourself from 
your employees and keep the promises that you make.  

‘But also, if you say something and you promise, you have to keep that. If I 
say that we are going to meet once a week or talk once a month, I have to 
follow up on that. And really, whatever I might promise, I have to keep 

that.’ – Respondent nr. 2 

 
Respondent 3 
Respondent number 3 describes trust in the relationship as really important, and that this trust 
has to go both ways. 

‘It is really important. Which means that, for example, that you as a 
manager has to be really careful what you promise. And also, very clear 

about what do not promise.’ – Respondent nr. 3 
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They mention the importance of listen, value and give feedback when suggestions are handed 
to you by an employee. 
It is also important with transparency and clarity about what’s expected. 

 ‘You create trust through clarity.’ – Respondent nr. 3 

They explain that transparent communication and sharing both the good and the bad is 
essential for keeping the trust. 
Further, the respondent explains the importance of having an open dialogue and not forcing 
someone to do something. Instead, explain the business-aspect of things and convince them. 
 
Respondent number 3 believes that without mutual trust, you cannot work together. And they 
believe that this not always has to have a reason, and instead refers to the chemistry between 
two people.  
 
Respondent 4 
Respondent number 4 believes that the mutual trust must be at 100 % in the leader-employee 
relationship in this kind of context. The respondent feels that they need to trust their 
employees to come to them if there are any concerns. The other way around, the respondent 
needs the employees to trust them enough that they feel that they can come to them with 
possible problems. 
The respondent also feels that the aspect of trust plays an important role if an employee does 
not feel comfortable with where they are or what they are doing. So that the employee feels 
that the respondent is keeping a dialogue with the client about the issue, as well as maybe 
look into other assignments or solutions. 

‘So that we have different ways out of it to make them feel comfortable. I 
would love for them to stay where they are, that’s the absolute easiest 

solution. But to only think about making money here and now, that will 
make a consulting firm short-lived. It has to be long-term. As I said, we 

have so many extremely good specialists, and we would like to keep them in 
the long-run.’ – Respondent nr. 4  

The respondent wants to have a such close relationship with the employee that they can 
communicate about the problem and know that they will do what they can to make it as good 
for the individual as possible.  
 
They further believe that without trust, it is not possible to work together.  
 
Respondent 5 
Respondent number 4 believes trust to be crucial in the relationship. 

‘If an employee doesn’t trust their boss, then you have failed as a boss, in 
my opinion. But sometimes you do, you are only human!’ – Respondent nr. 

5 

The respondent believes firmly in the open dialogue-concept and encourages their employees 
to come to them when there is a problem, before it is too late, and they will back them up. No 
matter what. 

‘So that you get that feeling that “I can always come to them, I know I did 
something wrong, but we will solve this together”. This is so important, and 

it is how I was trained by my boss.’ – Respondent nr. 5 
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They are of the believe that when you, as an employee, can trust your boss to help you if 
something goes wrong, you also evolve as a person and become more confident. Just knowing 
that you have support if you need it.  
And as a boss and manager, the respondent explains that, you have to be there for your 
employees. Sometimes ever for the private matters.  

‘You have to be there as a manager, it doesn’t really matter. Whether if it’s 
private or work related. As a fellow human.’ – Respondent nr. 5 

 
Respondent 6 
Respondent 6 sees trust as a vital factor for a functioning relationship. And making the 
employees feel that they trust them, it helps them to evolve and dare to try new things. 

‘Keeping promises, and that means you can’t promise to much.’ – 
Respondent nr. 6 

They also see this being forward as being beneficial in this context, since it enables them to 
say no when needed and create expectations that will not be met.  
 
Trust, for respondent number 6, also means that their employees trust them enough to come to 
them when they have problems. And they believe that lowering your barrier toward your 
employees and show them that they listen, increases the chance that they will approach with 
concerns they might have.  
 
The respondent has been in situations where they have not felt any trust towards their boss, and 
their other way around. And this has led them to believe that in the long run it is not possible to 
work together.  

‘He was the wrong person for me. I can’t have people who monitor every 
detail of what I do. His way of motivation me was by telling me “You have 

to…”, and those words drain my energy, let me tell you. ”I don’t have to do 
anything! I have to do a lot of things, I know what I have to do, I know what 

goals to reach. You do not have to point that out.”’ – Respondent nr. 6 
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5 ANALYSIS  
In this section, the empirical data will be analysed based on the seven-factor framework by 
Hoy and Tschannen-Moran (1999) and Tschannen-Moran and Wayne (2000), the three types 
of trust that McKnight and Chevarny (1996) identified, and the respondent’s own experiences 
regarding levels of trust and distrust (Lewicki, McAllister & Bias, 1998).  
 

5.1 Factors of trust 
The empirical data shows several aspects of trust that emerge in the leader – employee 
relationship in the remote context. The aspects vary depending on whether it is a newly 
employed or a more long-term employee, and in some cases some of the factors cannot be 
achieved.  
 
 

5.1.1 Willingness to risk vulnerability 
In the context that has been investigated in this thesis, the willingness to risk vulnerability is 
vital. According to Cheng, Fu and Druckenmiller (2016) ‘risk is an intentional interaction 
undertaken with uncertainty’ in the remote context. This is coherent with a statement from 
respondent number 4 who expressed that there is a risk linked to the trust of the employee, 
who is given the task to represent the company with the client. And standing up for the firm’s 
vision and beliefs, as well as accomplishing the task at hand.  
Looking from the other perspective, there is a common need amongst the respondents for 
their employees to have a mutual trust. This is mostly related to the fact that they need their 
employees to be able to come forward with problems or concerns that they might have, at 
either the workplace or more private matters. By doing this, the employees expose themselves 
to be vulnerable to their manager.  
 
The sense of trust increases the willingness to take risks (Jarvenpaa, Knoll & Leidner, 1998). 
All respondents were uniform in their answers regarding the importance of including regular, 
physical encounters in their communication with employees. That vision is supported by 
Gazors’ (2012) theory that getting people together reduces the sense of isolation and 
strengthen connections and increase the sense of trust.  
The physical meetings could vary in form. Several of the respondents used lunches, either 
one-on-one or larger groups, to deepen their relationship with employees. The group-meetings 
have the benefit of also tightening the group and establish a culture. As respondent 4 
mentioned, it is not unusual for an employee to feel a strong connection with the client, where 
they spend most of their time. But respondent 1, 3, 4 and 5 highlighted the importance of still 
having a connection to the firm and its culture, which also increases the sense of trust 
amongst each other. 
 
 

5.1.2 Confidence 
Confidence is a factor where one acknowledges that there is a risk linked to certain situation, 
and that one accepts that risk (Cheng et.al, 2016). 
 
As Tschannen-Moran and Wayne (2000) expressed, the reason why one would accept that 
risk is different to each situation. When interpreting the empirical data, it is understood that 
the main driver for this risk-taking is need. And as several authors has stated, a consultant is 
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hired to fill the need for expertise in a certain area, or the need to perform a certain task 
(Miles, 2005; Muller & Doloreux, 2009; Miles, Belousova & Chichkanov, 2018). 
 
 

5.1.3 Benevolence 
Continuing on the discussion about the willingness to risk being vulnerable. 
The respondents in the interviews all agreed that they need their employees to be able to come 
to them with issues, and when they do, they have to rely on them to manage this with care. 
And assure that their feelings and thoughts are not exploited in any way. 
 
Respondent number 5 expressed clearly that they want their employees to talk to them, no 
matter the magnitude of the issue. If they can assure and prove to them that they will have 
their back in any situation, it will deepen their sense of trust. And this may also bring others to 
feel the confidence to do the same. Both respondent 5 and 6 also explain the importance of 
being able to speak about private matters and be there for each other as a fellow human being.  
This makes people feel an interpersonal security and enhances the feeling that they want to do 
good to one another (Jarvenpaa, Knoll & Leidner, 1998). 
 
 

5.1.4 Reliability 
The respondents could all agree that it is har to establish trust with a new employee placed 
with a client, because you do not know how they will behave in a work-environment. They all 
believed that frequent communication and meetings were necessary. Aside from that, 
respondent number 1 also increased the frequency of communication with the client whom 
the consultant was working for. The combination of communicating with both the consultant, 
as well as checking in with the client, could lead to an increased sense of trust if the 
information from them both were coherent.  
Another approach, that respondent number 5 highlighted, was to thoroughly call the listed 
references on a persons’ resumé. They explained how you, by doing that, can get a general 
idea of how a person will act, react and perform in certain situation. They however said that 
the image you get from references is not always the complete truth, but you can get a general 
understanding.  
 
Based on the description of reliability by Tschannen-Moran and Wayne (2000), the 
conclusion can be drawn that the sense of reliability is nearly impossible to achieve in a new 
relationship. As the respondents stated, you can get an idea of how someone might act or 
perform, and you can maybe confirm this in certain ways as time goes on. For the context of 
this thesis, where the leader – employee relationship is not just brief, this sense has the 
possibility to evolve over time.   
 
 

5.1.5 Competence 
The essence of the consulting business is expertise (Miles, 2005) and the respondent in this 
study showed dependency in the right competence in recruitment (Hoy & Tschannen-Moran, 
1999).  
Respondent number 6 explained how the wrong recruitment had affected the trust between 
them and an employee, which all ended in that the person left the firm. As in the section on 
reliability, respondents 5 use thorough controls of the listed references, to ensure that the 
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information on the resumé is correct and to ensure that the person possesses the right 
competence.  
 
 

5.1.6 Honesty 
There is a common understanding among the respondents about honesty in the leader – 
employee relationship. Apart from keeping promises that are made, which is the essence of 
honesty (McKnight & Chevarny, 1996). Respondent number 3 also highlights the importance 
of knowing what you have, and what you have not, promised to someone.  
Respondent number 3 expresses that it is not to anyone’s benefit to beautify situations, and 
instead be honest about things even if they are not at its best. 
 
Apart from the importance that the respondents themselves act in an honest, and truthful, way. 
The perception from the interviews is that managers themselves know that if they are honest 
towards their employees, they will be honest to them. As respondent 1 and 4 explained, they 
cannot see exactly what is going on and how things are going. They are relying on their 
employees to give a truthful statement about the situation at hand. Otherwise, the managers 
can’t act or intervene in a manner that is appropriate to the situation.  
 
 

5.1.7 Openness 
Openness referrers to characteristics of communication (Cheng et.al, 2016), and several of the 
respondents describes their own way of communicating as open and transparent. The goal 
with this, according to respondent number 2, is to encourage the same openness from the 
employees. 
 
Culture is also an important aspect of openness, with an open culture it is more likely for 
people to express their feelings, opinions and thoughts freely (Tschannen-Moran & Wayne, 
2000). To establish a culture in the firm, the respondents all turn to group activities. Both 
educational and ‘fun’, non-work-related, activities. Respondent number 3 explains how they 
often use their office space to have dinners, smaller parties and other, sometime spontaneous, 
social gatherings to bring people together. Respondent 5 explains that they make trips with 
their team to increase the interpersonal trust within the team. As well as arrange activities 
where families are invited to encourage connecting on a private level.  
 
 
 

5.2 Types of trust 
Based on the collected data, it is not possible to just define one type of trust that is present in 
the leader-employee relationship. The type of trust is instead something that is floating and 
evolves over time depending on context and situation.  
All of the respondents work in an environment where you do not always have the same 
conditions surrounding the establishing of a relationship and building trust with new 
employees.  
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5.2.1 Personal/Interpersonal trust 
It is of the understanding, based on McKnight and Chevarny’s (1996) description, that the 
type of trust that initially emerge in the relationship leader – employee is the 
personal/interpersonal trust. This is understood by respondent number 1’s statement that it is 
not always that you connect with people on a more private level and build a deeper 
relationship. They however argue that the most important thing is that they can trust them to 
deliver and that the employee can trust them to do their part. This is further supported by 
respondent number 4, who have a more ‘self-management’- and supportive approach to 
leadership. Where they trust in their employee’s expertise, ability to perform, meet set 
requirements, and lead themselves. That shows respondent number 4’s personal trust in the 
individuals to manage themselves, and that they will be honest and reach out in the case that 
they need support in any way.  
 
 

5.2.2 Dispositional trust 
This trust requires deeper knowledge about a persons’ personality and characteristics 
(McKnight & Chevarny, 1996; Cheng et.al, 2016). Respondent number 5 uses the first 
interview to get an initial feeling for the individual, which might give them a sense of the 
persons’ character. But it can, according to respondent number 6, be harder to acquire, unless 
a person is open and willing to share information about themselves. Respondent number 1 
expresses the same opinion and explains how it is sometimes hard to establish that, more 
private, relationship and deeper trust with someone unless you have a common dominator 
such as a common interest. 
The attitude from respondent number 2 is to be open, honest and forthcoming towards their 
employees. And in that way form a sort of friendship alongside with the work-relationship to 
develop a dispositional trust. They however recognize that there are risks with befriending 
employees, since the line between and friend and manager is blurred out, which can create 
confusion in the work-setting.  
 
However, both respondent number 5 and 6 discussed the need for a manager to be able to 
respond to private matters as well as work-related problems. Which in turn shows signs of 
dispositional trust since they then cross the “situational”-boarder and the trust then reaches 
outside of the work-environment.  
 
 

5.2.3 Impersonal/Structural trust 
In the structure which the respondents and their employees work, there is a need for a mutual 
impersonal/structural trust. 
Respondents 1 and 4 expresses the importance of structural trust in the client organization that 
they have a system for taking care of consultants that they hire. Both respondents speak of the 
time for which the consultant is hired, that the workload is reasonable etc. But this may also 
reach past a consultant’s assignment is due. As mentioned in the section about confidence, 
respondent number 4 is of the opinion that many firms have a lacking system for reviewing 
consultants and giving feedback. How instead things that may not have worked out the last 
time comes up much later, with no chance to answer to the criticism. 
At the same time, there is a need for structural trust from the client organization that the firm 
will deliver the required competence and expertise.  
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5.3 The absence of trust 
It is clear that the common perception from the respondents is that there is no long-term 
possibility to work with an employee where there is no mutual trust. 
 
As we have stated earlier in this thesis, the seven factors from section 2.2.2 need to converge 
for there to be full trust between leader and employee.  
Several of the respondents bring up that a lower sense of trust is not necessarily connected to 
a direct violation of trust but has more to do with personal chemistry. That there can just 
sometimes be that one of these factors are missing, which gives a lower sense of trust. It is 
also expressed how it, foremost, in the long-term is not possible to work together with lacking 
trust. The general experience is that in those cases, there has been a mutual understanding of 
the situation between leader and employee that the situation is not sustainable, and they have 
been able to relocate that employee.  
In those cases, where personal chemistry has played a vital part in the lack of trust. The 
understanding is that this is something that can’t be fixed. That there is a ‘clash’ of 
personalities and the circumstances does not enable growth of trust in the relationship. 
There is also experiences of situations where trust has been violated through certain actions. 
And in these cases, the level of trust before the violation can affect the outcome. 
Respondent 6 mentions situations with severe violations of trust. They however express that 
before the violation, the level of trust was not particularly high, which caused the violation to 
severely damage that little amount of trust that was. And the damage was then beyond repair. 
Respondent number 1 bring up situations where there has been a high level of trust before a 
violation, this has enabled communication regarding the violation in an attempt to mend it. 
This can be supported by Fuoli and Paradis (2014), who argued that every violation is 
followed by an aftermath of actions from the trust-breaker to try to increase the trust with the 
trustor.   
 
The perception is that depending on the level of trust before a violation, it can affect the 
damage done and the aftermath of the violation. The higher the trust before a violation, the 
higher chance of rebuilding that trust. This, of course, is also dependent on the magnitude of 
the violation itself.  
Returning to Lewicki, McAllister and Bias’s (1998) framework, relationships will, during 
their lifespan, move around in the framework. 
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Figure 3. Integrating Trust and Distrust: Alternative Social Realities (Lewicki, 
McAllister & Bias, 1998). 
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6 DISCUSSION AND CONCLUSION 
In this section we will answer the research question that was presented in the Introduction-
chapter of this thesis. Adding to this, we will look at the different types and dimensions of 
trust and how mistrust can affect the relationship.  
We will then further discuss the findings from this study. Looking at what limitations we had 
and also talk about suggestions for future research.  
 

6.1 Discussion 
In the initial stages of the thesis, the idea was to investigate how you establish and maintain 
relationships in long-term work-arrangements. It was however clear in the literature review 
that this kind of arrangement comes with a number of challenges (Gazor, 2013; Szewz, 2013; 
Liao, 2017; Eisenberg & Krishnan, 2018). And the one challenge that stood out, that 
connected the others was trust.  
The factors of trust that was used as the framework was initially created for elementary 
schools (Hoy & Tschannen-Moran, 1999) but have been used in management literature to 
study the sense of trust in that setting (Cheng et.al, 2016).  
It appeared in the study that all of the factors had a large impact of the sense of trust in the 
leader – employee relationship. The magnitude of this impact was greater than the author had 
anticipated. In a setting where performance and delivering to client is the main goal, it was 
surprising to see how large impact the more personal factors like benevolence and willingness 
to risk vulnerability had. This led the author to the perception that there was an underlying 
wish with the respondents to achieve a dispositional trust with employees, where the trust is 
not bound to situation. This would also further enable communication about issues of both 
professional and private character. The personal/interpersonal trust plays an important role in 
the setting since, as mentioned, performance and delivering is the main focus. But if we go 
back to the statement by respondent 3: 

‘You can, for example take a product company or a telecom operator, 
where the staff is obviously important, but it is also the case that if the staff 

go home, the company would still make short-term money to sell their 
product, because it is a product you sell - you get a consulting company and 
that context, the staff is your entire balance sheet. That is, the staff is even 
more important at a consulting company than I would say in a company 

that produces services or products.’ – Respondent nr. 3  

This statement strengthens the perception of achieving dispositional trust with employees.  
The majority of the existing studies that has been conducted has been done with a quantitative 
approach. The main focus of these studies has been to investigate temporary constructed 
teams, often students, and their perception of trust and relationship establishment in a remote 
setting. This made the author for this paper to decide on the leaders and managers perspective 
for this study. Second, the qualitative approach was chosen to get a deeper understanding of 
not only what factors affect trust, but how they affect trust. By using respondent with different 
backgrounds and experiences, the aim was to get a wider perspective of the matter. Even 
though sex, age, or focus of the firm of each respondent is not listed because of anonymity, it 
was important for the author to have a good mix. However, it was discovered that the 
opinions and views on leadership, relationships and trust in the setting were quite uniform. 
Which in turn shows that the problems with trust in the remote context is not specific to any 
particular branch. The impression was that the anonymity enabled the respondents to speak 
more freely about the questions they were asked. 
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As with any study, this have sources of error and limitations. The choice to conduct six 
interviews was decided based on timespan and depth of the gathered information. The 
questions that were formulated enabled the respondents to dive deeper into each subject, 
referring to own experiences and sharing their view. The interviews changed somewhat over 
time, depending on important insights from the respondents as well as the author becoming 
more comfortable in the situation and was able to ask better follow-up questions.   
 
 

6.1.1 Future research 
As was discussed in the Introduction-chapter of this thesis, this subject continues to be an area 
of interest. A suggestion would be, for future research, to conduct more interviews with 
people on different levels of management in the same context. This both widens and deepens 
the understanding of the subject. It would also be of interest to gain understanding of the 
employees experiences and thoughts regarding being managed in a remote context, and see 
how the factors (Hoy & Tschannen-Moran, 1999; Tschannen-Moran & Wayne, 2000), the 
types of trust (McKnigt & Chevarny, 1996), and the levels of trust and distrust (Lewicki, 
McAllister & Bias, 1998) affect them in the leader-employee relationship. 
 
 
 

6.2 Conclusion 
6.2.1 Factors of trust 
The trust in the remote leader-employee relationship has proven to be widely affected by the 
seven factors presented in the Theoretical Framework. 
The context that the respondents find themselves in are reliant on functional relationships 
with a high level of trust. The research question that we presented in the beginning was: 
 
How does factors of trust causes increase or decrease of trust in the leader – employee 
relationship in a remote context? 
 
The answer can be summarized as all factors have a large impact on the trust in the remote 
leader-employee relationship. The presence or absence of the factors affect the level of trust 
and mistrust in the relationship. To explain the impact from each factor, we will present them 
one-by one: 
 
Willingness to risk vulnerability 
The risk that is connected to the context at hand, has two sides: a risk for the consulting firm 
and a risk for the manager. For the firm, the risk involves damage of the image and reputation 
of the firm. The manager, who is responsible for the consultant, may be directly affected by 
the performance and results of the consultant.  
 
Confidence 
Confidence in the context at hand is driven by need. The need to accommodate the demand 
from a client. The level of confidence varies depending on previous experience,  
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Benevolence 
In the studied context, benevolence present itself in different ways. For the manager, they 
show benevolence towards their employee by making sure they feel safe and comfortable in 
the work environment, both at the consultant firm as well as with the client. For the employee, 
their benevolence is directed towards the manager, consulting firm, and also the client. The 
fact that they an employee do their best and perform in an expected way, or at least do their 
best, show their benevolence.  
 
Reliability 
Reliability, the result of confirmation of positive outcomes from previous experiences. In this 
relationship, that is not limited by time, establishing a sense of reliability is able to grow over 
time. In the remote context, there is a need for having reliable employees, that they will 
perform. A well as the managers having to be reliable towards their employees, that they can 
be counted on to take care of them. 
  
Competence 
These relationships are initialised because of the demand for certain competence. As 
mentioned in the section about confidence, it’s driven by the need to meet a demand for 
expertise, e.g. competence. Even though personal attributes play a large role in the 
relationship, the initiation for it is that an employee hold a desired competence. It is also 
something that can be built upon over time.  
 
Honesty 
Honesty in the communication and keeping promises in the relationship is essential for 
maintaining the trust. Because of the limited access to physical encounters, being truthful in 
both spoken and written word is essential for the outcome of each assignment.  
 
Openness 
Openness is one of the keys in the context, and as we stated in section 2.3.3: An open culture 
allows for open communication and makes information flow freely. 
Open communication played an important role for the honesty in the relationships. Creating a 
safe space to discuss thoughts, problems or concerns, both private and work related. 
 
 

6.2.2 Types of trust 
The most evident type of trust that appear in the relationship is the personal/interpersonal 
trust. The type that, in this setting, is tied to a work-situation and to an employee’s abilities to 
perform and deliver what is required from them. As well as the employee need to trust in their 
manager that they are not exploited or taken advantage of in any way.  
 
The study shows a will and a strive to reach a dispositional trust between the leader and 
employee. For the managers, this non-bounded trust ensures a relationship where it is possible 
to not only discuss work-related questions, but also to handle more private matters affecting 
their employees.  
 
 

6.2.3 The absence of trust 
You must allow for a fluent relationship, allowing for changes over time. But when a 
relationship reaches a higher level of distrust than of trust, the relationship is no longer 
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functional. The respondents express how it is not possible to work together where one party is 
consistently suspicious, either the leader or the employee, and the other starts to worry. And 
how in these situations, the best solution is fore someone to relocate and move on. 
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APPENDIX A 
 
Inledande frågor 
Utbildning? 
Har du genomgått en konkret ledarskapsutbildning vid något tillfälle?  
Tid på en ledande position? 
 
Om ledarskap 
Hur skulle du definiera din egen ledarstil? 
 
Vad kan du se för styrkor och svagheter i sättet du leder? 
 
Kan du beskriva processen som sker när en ny medarbetare tas emot, vilka steg och processer 
går ni igenom för att bygga upp en initial relation? 
 
Hur ser processen ut när någon tas emot som ”direkt” ska ut till kund? Skiljer den sig från i 
det ”normala” fallet? 
 
Hur ser du på begreppet tillit i relationen ledare-medarbetare? 
 
Vilken inverkan tror du känslan av tillit har på en medarbetares prestationer? 
 
Hur gör du som ledare/chef för att bygga upp tillit mellan dig och dina medarbetare? Hur 
skiljer det sig mellan kontexten att de sitter hos dig mot när de sitter hos kund? 
 
Och hur gör du för att bibehålla den känslan när du inte kan träffa dina medarbetare ”face-to-
face”? 
 
Försöker du på något sätt jobba aktivt för att tillit ska finnas medarbetarna emellan? 
 
Har det någon gång hänt att du tappat förtroendet till en medarbetare, eller tvärtom? Vad 
berodde detta på och hur hanterades det? 
 
Har du själv arbetat som medarbetare i ett team eller arbetslag där inte alla sitter på samma 
plats? Tror du att det har hjälpt dig i hur du leder människor på distans idag? 
 
Vilka anser du vara de största utmaningarna som ledare när man arbetar i en kontext där 
grupper/medarbetare inte träffas? 
 
Vad kan du se för skillnader i din ledarstil när du leder människor som du har runtomkring 
dig och när du leder människor som du inte träffar? 
 
Anser du att man, på kort eller lång sikt, kan arbeta ihop om man inte har en ömsesidig tillit? 
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