
1092 Category: Human Aspects of Technology

Developing Trust in Virtual Teams
Niki Panteli
University of Bath, UK

INTRODUCTION

During the last few years, there has been an increasing ac-
knowledgment of the importance of trust in business interac-
tions within the management and organizational literatures

cooperation and becomes the means for complexity reduc-
tion, even in situations where individuals must act under

Therefore, it is not surprising that in the current age of global
and

the need to better understand trust in the digital era, this
paper views the case of global virtual teams in commercial
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worthy of detailed study in organizational and management

must often act under uncertainty with ambiguous and incom-

-
tion regarding the behavior of somebody or something in a

High levels of trust are also key to effective communication
(Dodgson,1993)as they“improve thequalityofdialogueand

-

increases dependence on less information, compromises
rational and unprejudiced analysis and exploration, and

been recognized that if trust is not prominent, this may lead
to dissatisfaction, absenteeism, and even intention to quit

-
tional level, trust also plays a vital role since it is found to
affect the degree of cooperation among participating parties

-
ness motivation for virtual arrangements is the potential for
increased value-added and competitive advantage from the
enhanced knowledge stock and core competencies, which

to be little agreement on how trust is developed and main-
tained in both the traditional and the virtual organizational

In the traditional literature on trust where face-to-face
communication is the norm,  trust develops as the degree

get to know others, the more likely it is that we trust them

take the view that trust varies over time and takes on a dif-
ferent character at the various stages (early, developing, and
mature stages) of a relationship, as we not only begin to feel
more comfortable with other people as we spend more time
with them, but also as our knowledge of their integrity and

Bunker (1996) suggest three categories of trust, each cor-
responding to a different stage of the relationship:

• Calculus-BasedTrust, the typeof trust that isgrounded
in the rewards to be derived from pursuing and pre-
serving the relationship or in the fear of punishment

information one has about others, the more able one

characterized by mutual understanding among all
parties to the point that each can effectively act for
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These types of trust are “linked  in a sequential iteration
in which the achievements of trust at one level enables the

as an important antecedent of trust development in virtual

virtual environments there is a need for constant face-to-

virtual an organization becomes, the more its people need

of prior work, and talk with other colleagues, you can

already argued that the lack of proximity impersonalizes
trust (Nandhakumar, 1999), while the virtual context of a
geographically dispersed workforce may constrain or even
impede rich information exchange1 since communication

with other individuals could not be easily developed in

In the following section, the challenges of developing
trust in a virtual team setting are discussed by drawing upon

Trust and Virtual Teams:
Empirical Findings

-
cess of virtual interactions, empirical research in this area

conducted one of the most detailed research projects into

behaviors and strategies between high- and low-trust teams

presumes that roles are clear and that each team member has
a good understanding of others’ roles and responsibilities

are often well-articulated in advance while power differen-

-

manner, is often a function of both dependence and the use

power is an important contextual factor that affects trust

of a unilateral dependency or an imbalanced relationship

it may provide the “glue” to hold team members together

common sense of identity for team members that can be of

the establishment of a foundation upon which to build
trust and minimize the use of coercive power in pursuit of

the success of virtual teams, these should not be taken for

they do not exist at all, or because team members have not
become aware of them, have their own priorities, or share

study has also shown that the construction of shared goals
is often not a one-off activity, but rather it is a process that

Though this could be a time-consuming, iterative, and dif-

better to invest in it and as up front in the project as possible
than deal with the vicious, destructive, downward spirals

In considering power within virtual teams, there is an in-
creasingrecognition in the literature thatknowledge is indeed
power and that teams are often formed to create knowledge

team member with power at any given time is the one with

another throughout the life cycle of a project depending on

face-to-face have been severely limited by economic pres-

circumstances, those virtual teams that work well tend to
undertake regular communications via synchronous, “live”
computer-mediated communication (CMC) such as the

and therefore facilitated understanding more effectively
than asynchronous technologies such as voicemail and e-
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