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JA N  E N N S ,  M A  

Building Credibility in 
Local Government: 
After the Election 

Promise
F I V E  WAYS  TO  B U I L D  T R U ST  A N D  C R E D I B I L I T Y

Local Government Leadership Academy 
Elected Officials Seminars 2024

ELECTION PROMISES
15 MONTHS IN

On a scale of 1-10 with 1 
being nothing done yet 
and 10 being all done: 

Where are you now?

Where do you want to be 

at the end of your term? 

Trust: 
The confidence we have in you

Credibility:
Perception of how trustworthy 
you are

Proof Strategies Trust Index 2023
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“Trust happens 
because of two things: 

competence and 
credibility.”

John Salka, Author
Lessons from the New York Fire Department 

HOW DO WE LOSE TRUST

TOP 5 TEAR DOWNS

#1 Undermining your own team#5  Ethical Lapses

#4  Ignoring 
Constituent Concerns

#3  Engaging in 
Personal Attacks

#2  Misuse of Public 
Funds or Resources

WHAT HAPPENS WHEN WE 
DON’T HAVE TRUST?
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Hinders desired  
outcomes

Takes time & 
resources

Impacts operations
& resources

Time and resources

31% increased time spent 
dealing with 
misinformation and 
trolling

Cause to 
question

Public demand
Impacts morale & 

recruitment

TRUST 
WILL HELP 

YOU 
ACHIEVE 

YOUR 
STRATEGIC 
PRIORITIES
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“Trust is the bedrock 
of democracy.”

Right Honourable David Johnston
Governor General, Author: Trust 

6
5 WAYS TO USE YOUR 

COMMUNICATIONS 
SUPERPOWERS TO 
BUILD TRUST AND 
CREDIBILITY

6
5

1. TRANSPARENT

2. AUTHENTIC

3. ACCURATE

4. RESPECTFUL 

5. PRACTICE

BE
TRANSPARENT1
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“Never advance a solution 
to an issue prior to having 

public awareness of the 
issue, or the solution may 

become the issue” 

Frank Leonard, Former Mayor 

HAVE A 
PLAN
FOR 
SUCCESS

What?

Why?

Who?

Message?

How?

Got it?

EMPOWER

KNOW YOUR PURPOSE

INFORM
CONSULT

INVOLVE
COLLAB

PROACTIVE 
CONSISTENT

TWO-WAY
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Just 
LISTEN

BE
AUTHENTIC & 
EMPATHETIC2

YOU
ARE ALSO THE MESSAGE • We cannot

not
communicate.

- Paul 
Watzlawick

We cannot

not

communicate.

- Paul Watzlawick
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VISUAL
• Be attentive

• Comfortable stance 

• Natural hand 
gestures

• Eye contact

• Attire

VERBAL
• Project! Take a deep 

breathe, relax voice

• Avoid “up speak”

• Vary tone and pitch

• Match your tone and 
body language

“To handle yourself, use 
your head; to handle 

others, use your heart.”

Eleanor Roosevelt

BE
ACCURATE 

(AS BEST YOU CAN!)

3
3 FOUR 

MUST-
ANSWER 
QUESTIONS

1. What are you doing? 

2. Why?

3. Why better or necessary? 

4. What’s the “call to 
action?”
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BRIDGE TO YOUR TOPIC

Bridge the gap to a new topic or point

“While I don’t have that information, what I can tell you is…”

“While I can’t speak for BC Housing, here’s what I can tell you we’re 
doing …”

“Some may see it that way, but here’s what we do know…”

“That’s a good question. Let me check and either I or our CAO  will get 
back to you.”

HOLDING STATEMENTS

“We are working closely with the RCMP 
and will provide more information as it 
becomes available. In the meantime we 
ask…

BE 
ACCURATE

•Don’t speculate

•Be careful when speaking 
for others

•Be careful with personal 
comments or opinions

•Get help – and key 
messages!

“Next to doing the right thing,
the most important thing is

to let people know
you’re doing the right thing.” 

John D Rockefeller
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BE
RESPECTFUL 4

BE NICE -
IT’S A SPECTATOR SPORT

SPEAKING ON 
BEHALF OF 
YOUR BOARD 
OR 
COUNCIL

SPEAK
ABOUT THE 
ISSUE NOT 
THE 
PERSON
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KNOW 
HOW TO 
AGREE TO 
DISAGREE

PRACTICE

While I have concerns about the 
new fees,

I am curious to hear what my 
colleagues have to say, 

and I will listen with an open mind.

“You can disagree 
without being 
disagreeable.” 

Ruth Bader Ginsburg

PRACTICE
• What’s your practice?

5
5
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Have a 
Code of 
Conduct

WHAT WILL YOU 
DO TO BUILD 
TRUST?

START?

STOP?

CONTINUE?

“The little things 
count.”

Stephen M.R. Covey
with Rebecca R. Merrill, 

The Speed of Trust
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JA N  E N N S ,  M A  

THANK YOU!
#YouGotThis

For media, messaging & 
social media workshops for 

your Council, Board, or staff 
contact Jan today! 

jan@janenns.com

45
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