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A decade of insights from the Edelman Trust Barometer

2001 Rising Influence of NGOs

2002 Fall of the celebrity CEO
Earned media more credible than advertising
U.S. companies in Europe suffer trust discount
Trust shifts from “authorities” to peers
“A person like me” is most credible spokesperson

Business more trusted than government and media

Young influencers have more trust in business
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What a difference a year makes

June 30, 2007 September 20, 2008

INSIDE THIS WEEK: A SPECIAL REPORT ON HONG KONG INSIDE THIS WEEK: A 14-PAGE SPECIAL REPORT ON GLOBALISATION
Britain's new prime minister Who killed New Labour?
The The EU summit’s rotten outcome The The war in Pakistan's tribal areas
— America's unending culture wars
Economist B Economist

How to save fish
The drugs industry goes niche
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The State of Trust Globally

“Every financial system depends on
trust...We are in a full-blown crisis
because investors and financial
managers—the people who run banks,

investment banks, hedge funds, insurance
companies—have lost that trust.”

— Robert J. Samuelson, Newsweek
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Richard S. Fuld Jr., former CEO, Lehman Brothers
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Trust in business is country-specific

% who trust business to do what is right
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A10. [Business in general TRACKING] | am going to read you a list of institutions. For each one, please tell me how much you TRUST that I*I
institution to do what is right. Please use a nine-point scale where one means that you "DO NOT TRUST THEM AT ALL" and nine means ," Edelman
that you "TRUST THEM A GREAT DEAL". (Top 4 Box) Informed publics 35-64 (global 18 countries, excluding Australia, Indonesia) ‘ Us’[barome er
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Companies less trusted now than year ago

% who trust companies less
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A60 Thinking about everything you have read, seen, or heard about business in the last year, in general, do you trust corporations a lot less,

a little less, the same, a little more, or a lot more than you did at the same time last year? (Bottom 2 Box: Trust less) 25-64 Informed publics
in 20 countries
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Trust in government up in Canada

% who trust government to do what is right
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A8. [Government in general TRACKING] | am going to read you a list of institutions. For each one, please tell me how much you TRUST I*I
that institution to do what is right. Please use a nine-point scale where one means that you "DO NOT TRUST THEM AT ALL" and nine /" Edelman
means that you "TRUST THEM A GREAT DEAL.” (Top 4 Box) Informed publics 35-64 (global 18 countries, excluding Australia, Indonesia) ‘ rus’[barometer
@ Edalman, zmgA" mms resewed. \[ 2009 | THE TENTH GLOBAL OPINION LEADERS STUDY

9


http://images.google.com/imgres?imgurl=http://www.britishcouncil.org.br/champions/blog/upload/06052008075923_Canada_flag.gif&imgrefurl=http://www.britishcouncil.org.br/champions/blog/c_article_display.asp?idb=18&v=501852426&ida=119&usg=__eIoiL_9QM5NQv8WOey_01-znOfg=&h=240&w=360&sz=4&hl=en&start=3&sig2=OEabOqE31OwOChiGHON1rA&um=1&tbnid=OpkPL_pOIXTvjM:&tbnh=81&tbnw=121&ei=rC1_Sc2uCoeosAPHxvkg&prev=/images?q=Canada+Flag&um=1&hl=en&rlz=1G1GGLQ_ENUS252&sa=N

Business still more trusted than government in 13 of 20 countries,
Canada among the exceptions

B Business in general m Government in general
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A 8,10. [Governmentin general, business in general TRACKING] | am going to read you a list of institutions. For each one, please tell me
how much you TRUST that institution to do what is right. Please use a nine-point scale where one means that you "DO NOT TRUST THEM I*I
AT ALL" and nine means that you "TRUST THEM A GREAT DEAL.” (Top 4 Box) Informed publics 35-64 (global 20 countries, including ," Edelman
Australia, Indonesia) ‘ rus’[barometer
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Technology remains most trusted mdustry sector gIobaIIy
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A25-37. [TRACKING] Now | would like to focus on your trust in different industry sectors. Please tell me how much you TRUST
businesses in each of the following industries to do what is right. Again, please use a 9-point scale where one means that you I*I
"DO NOT TRUST THEM AT ALL" and nine means that you "TRUST THEM A GREAT DEAL". (Top 4 Box) Informed Publics == e —
35-64 in 18 countries ‘ ’[rUS’[barometer
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Companies headquartered in Sweden, Germany, and Canada remain most
trusted; companies in China and Russia trusted the least
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A12-24. [TRACKING] Now | would like to focus on global companies headquartered in specific countries. Please tell me how much you TRUST global I*I
companies headquartered in the following countries to do what is right. Use the same  nine-point scale where one means that you "DO NOT TRUST /’" Edelman

THEM AT ALL" and nine means that you "TRUST THEM A GREAT DEAL.” (Top 4 Box) Informed publics 35-64 in 18 countries
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Trust of Institutions in Canada
Trust in government and media has increased over two years while trust in
business and NGOs has remained steady during the same period

=—Trust in Government =#-Trust in Business =a—Trust in NGOs =<=Trust in Media
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A10. [Business in general TRACKING] | am going to read you a list of institutions. For each one, please tell me how much you TRUST that I*I
institution to do what is right. Please use a nine-point scale where one means that you "DO NOT TRUST THEM AT ALL" and nine means " Edelman
that you "TRUST THEM A GREAT DEAL". (Top 4 Box) Informed publics 35-64 in Canada ‘ ’[rus’[barometer
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A10. [Business in general TRACKING] | am going to read you a list of institutions. For each one, please tell me how much you TRUST that

Trust of Institutions in the U.S.
During the same two-year period, trust in all institutions in the U.S. fell

=—Trust in NGOs =#-Trust in Business ——Trust in Media  =—<Trust in Government
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institution to do what is right. Please use a nine-point scale where one means that you "DO NOT TRUST THEM AT ALL" and nine means Edelman
that you "TRUST THEM A GREAT DEAL". (Top 4 Box) Informed publics 35-64 in the U.S. ‘ ’[rustbarometer
© Edelman, 2009, All rights reserved, 7n )9 | THE TENTH GLOBAL OPINION LEADERS STUDY

14


http://images.google.com/imgres?imgurl=http://www.britishcouncil.org.br/champions/blog/upload/06052008075923_Canada_flag.gif&imgrefurl=http://www.britishcouncil.org.br/champions/blog/c_article_display.asp?idb=18&v=501852426&ida=119&usg=__eIoiL_9QM5NQv8WOey_01-znOfg=&h=240&w=360&sz=4&hl=en&start=3&sig2=OEabOqE31OwOChiGHON1rA&um=1&tbnid=OpkPL_pOIXTvjM:&tbnh=81&tbnw=121&ei=rC1_Sc2uCoeosAPHxvkg&prev=/images?q=Canada+Flag&um=1&hl=en&rlz=1G1GGLQ_ENUS252&sa=N

Lack of Trust Triggers Call for Government Intervention

“...our problem is not just
a deficit of dollars. It’s a deficit of
accountability...a deficit of trust.”

— Barack Obama
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By 3:1 margin globally and in Canada, informed publics agree that
government should impose stricter regulations and greater control over
business across all industries

Global Canada

F146. The recent credit crisis and government bail-outs have led to debates on how much governments should intervene to regulate

industry or nationalize companies to restore public trust. ~ Please tell me how strongly you agree or disagree that your government should I*I
in the future impose stricter regulations and greater control over business across all industry sectors.(Informed Publics 25-64 in 20 /’“ Edelman
counis | iustbarometer
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Four Global Issues:
Who Is Responsible for Causing and Solving?

Financial
Credit Crisis

Access to
Affordable
Healthcare

Global
Warming
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Government and Business share responsibility for causing global issues

Canada places less responsibility on Business for limiting access to Affordable Healthcare

= Government and regulators m Businesses

Energy Costs Global Warming Affordable
Healthcare
09%9% 75%  759%6% 50%  T9%

0%

53% °%%86%

Global Canada US Global Canada US Global Canada US Global Canada US

E. 119-120, E124-125, 129-130, 134-135. Now thinking about (Energy Cost, Financial Credit Crisis, Global I*I
Warming, Affordable Healthcare) , please tell me how responsible you think each of the following entities are for /"“ Edelman
. contributing to (global issue)? TOP 4 BOX 25-64 Informed Publics in 20 countries

—— { trustbarometer
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Government held most responsible for solving these issues

Despite NGOs being most trusted institution, they are not deemed most responsible for solving issues

= Government and regulators ®Businesses ®BNGO

Reducing Financial Global Warming Affordable
Energy Costs Credit Crisis Healthcare
75%
70%
53%
47% 43% 0
39% ° W o 42%
329% . 34%34% 319%
27% 2 I 25%
21% | 21%
17%  15% 1%
8% 9%
A% 3% 2% 5% 2% 5% 2% 3% 975% 3%
Global Canada US Global Canada US Global Canada US Global Canada US

E138. And which ONE entity do you think should be MOST responsible for (solving each global issue)? Informed /"“ Edlelmaln
. Publics 25-64 in 20 countries

————— { trustbarometer
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Business has lost ability to lead unilaterally:
Must partner with others to solve global issues

® Partner with governments and third parties ® Do what it can alone ® Play no role
100%

90%
80%
70% 66% 66%

56%

60%
50%
40%
30%
20%

10%
1%

0%
Global Canada us

E139. Thinking about the role that business should play in helping to solve global issues such as energy costs, the financial credit crisis,
global warming, or access to affordable healthcare, which of these following three statements is closest to your view? Business has to

partner with governments and advocacy groups to solve these global issues, it cannot do it alone; OR Business should focus on what they I*I
themselves can do on these global issues, whether or not governments or others partner with them ; OR Business should not play a part in ’" Edelman
helping to solve these global issues (Informed publics 25-64 in 20 countries) ‘ ’[ru S’[barometer
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Who Can We Trust?

Trust in Information Sources and Spokespeople Declines Across the Board

“Right now, it feels as if every industry
Is either a scam or filled with scamsters
and you do not know where to go or
whom to trust.”

— James Altucher, The Financial Times,
January 20, 2009

|
Edelman

frustbarometer

-
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Experts, peers and employees top 2009 list of credible sources in Canada

l Stock or indust[x analxst reEorts
Canada’s l Articles in business magazines

Top5 —
op Conversations with your friends and peers

Conversations with company employees

_ Television news coverag_e]

Articles in newspapers

News coverage on the radio

Corporate communications such as press releases, reports..

Live communication such as a speech or interview from a..

A company’s own Web site

Corporate or product advertising

Internet search engines e.g. Google news, Yahoo news
Free content sources, such as wikipedia or webportals
Business Blogs

Personal or Non Business Blogs or bulletin boards

Social networking sites such as Myspace or Facebook

e

] s S
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e 2
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I 3
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33%

29% C

18% Q

)

16% Q__)

9%

C95-110. [TRACKING] Now I'm going to read you a list of places where you might get information about a company. Please tell me how
credible you believe each one of them is as a source of information about the company—is it extremely credible, very credible, somewhat
credible, or not credible at all? TOP 2 BOX Informed Publics 25-64 in Canada

© Edelman, 2009, All rights reserved,
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Experts, peers and employees top 2009 list of credible sources in Canada

Stock or industry analyst reports 52%
Articles in business magazines 50%
Conversations with your friends and peers 42%
Conversations with company employees 41%
Television news coverage [N 0%
Articles in newspapers [N 0%
News coverage on the radio [N 37%
Internet search engines e.g. Google news, Yahoo news [ 33%
Free content sources, such as wikipedia or webportals [N 29%
Corporate communications such as press releases, reports.. [ NN 258%
Live communication such as a speech or interview from a.. [N 24%
Business Blogs [N 18%
Personal or Non Business Blogs or bulletin boards [N 6%
A company’s own Web site [N 5%
Corporate or product advertising [N °%

Social networking sites such as Myspace or Facebook [N 9%
C95-110. [TRACKING] Now I'm going to read you a list of places where you might get information about a company. Please tell me how I*I
credible you believe each one of them is as a source of information about the company—is it extremely credible, very credible, somewhat - Edelman
credible, or not credible at all? TOP 2 BOX Informed Publics 25-64 in Canada i ry S’[baromete
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Perceived credibility of traditional information sources remains steady
Informed publics ages 25-64

News coverage on the radio loses credibility

100%
90%
m 2008 = 2009
80%
70%
-9
oo 53% 53%
0 0 0
52% 50% 49%
0 0
50% . 44% 46%
42% 40% 0 39%
40% 38% 37%
30%
20%
10%
0%
Stock or industry Articles in business  Conversations with Television news Articles in News coverage on the
analyst reports magazines your friends and coverage newspapers radio
peers
(95-98,103. [TRACKING] Now I'm going to read you a list of places where you might get information about a company. Please tell me how I*I
credible you believe each one of them is as a source of information about the company—is it extremely credible, very credible, somewhat " Edelman
credible, or not credible at all? (Top 2 Box), Informed Publics ages 25-64in Canada ‘ ’[rus’[barometer
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Perceived credibility of corporate channels relatively low; conversations with

employees most credible source
Informed publics ages 25-64

1

oo Corporate/product advertising loses credibility

08 ®2008 ®2009

0.7

0.6

0.5

41%
0.4
-11
28%
0.3 24% 2504
0.2 15%
- .
0.1
; NA
Conversations with Live communication such Corporate communications A company’s own Web site  Corporate or product
company employees as a speech or interview  such as press releases, advertising
from a company's senior reports and emails
management.

C99-101, 109-110 [TRACKING] Now I'm going to read you a list of places where you might get information about a company. Please tell I*I
me how credible you believe each one of them is as a source of information about the company—is it extremely credible, very credible, " Edelman
somewhat credible, or not credible at all? (Top 2 Box), Informed Publics ages 25-64in Canada ‘ ’[rus’[barometer
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Perceived credibility of digital channels low; internet search engines most

credible source
Informed publics ages 25-64

1
0.9
| [

08 2008 2009

0.7

0.6

0.5

0.4 37%

33%
0.3
0
02 18% 16%
0
) . . - <
; NA NA NA
Internet search engines Free content sources, such Business Blogs Personal or Non Business  Social networking sites
e.g. Google news, Yahoo as wikipedia or webportals Blogs or bulletin boards such as Myspace or
news Facebook

C104-108. [TRACKING] Now I'm going to read you a list of places where you might get information about a company. Please tell me how I*I
credible you believe each one of them is as a source of information about the company—is it extremely credible, very credible, somewhat " Edelman
credible, or not credible at all? (Top 2 Box), Informed Publics ages 25-64in Canada ‘ ’[rus’[barometer
©Edalman, ngA" righ!sreserved. 2009 | THE TENTH GLOBAL OPINION LEADERS STUDY

26


http://images.google.com/imgres?imgurl=http://www.britishcouncil.org.br/champions/blog/upload/06052008075923_Canada_flag.gif&imgrefurl=http://www.britishcouncil.org.br/champions/blog/c_article_display.asp?idb=18&v=501852426&ida=119&usg=__eIoiL_9QM5NQv8WOey_01-znOfg=&h=240&w=360&sz=4&hl=en&start=3&sig2=OEabOqE31OwOChiGHON1rA&um=1&tbnid=OpkPL_pOIXTvjM:&tbnh=81&tbnw=121&ei=rC1_Sc2uCoeosAPHxvkg&prev=/images?q=Canada+Flag&um=1&hl=en&rlz=1G1GGLQ_ENUS252&sa=N

100%

90%

80%

70%

60%

50%

40%

30%

20%

10%

0%

D112-118. [TRACKING] Now I'm going to read you a list of people. In general, when forming an opinion of a company, if you heard

Perceived credibility of spokespeople mostly steady in Canada

Academics most credible; employees declined in credibility
Informed publics ages 25-64

® 2008 =2009

71%

57% 57%  57% 56%

51%  92%
44%
37%  37T%
30%
7%
An academic or Financial or Non-profit A person like  Government official Regular employee CEO of a company
expert on that industry analyst organization or yourself or regulator of a company
company's industry NGO
or issues. representative

*asked as “an
academic” in 2008

- i+l

information about a company from that person, how credible would the information be--extremely credible, very credible, somewhat credible, Edelman
or not credible at all? (Top 2 Box) Informed Publics 25-64 in Canada ‘ trUStbarometer
© Edelman, 2009, All rights reserved. 2009 | THE TENTH GLOBAL OPINION LEADERS STUDY
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Informed publics need information from multiple sources, multiple voices
And need to hear it 3-5 times to believe it

Don’t know/refused Once (1)
(vol) 10% 6% Twice (2)
15%

Ten or more times
(10+) 4%

Six to Nine times
(6-9) 8%

Four or Five times

(4 - 5) 24% 58% 3-5 times total

Three times (3)
34%

- i+l

C111. Think about everything you see or hear every day about companies, whether it is positive or negative. How many times in general do

you need to hear something about a specific company to believe that the information is likely to be true? Please give me a number. (3-5 V4 Edelman
times) Informed Publics ages 25-64 in Canada ‘ trUStbarometer
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The Business Case for Trust
Reputation, Sales, and License to Operate Driven by Trust and Transparency

“Trust is the cornerstone for the
survival of an enterprise and a society.”

| -~ — China Daily

- i+l

Edelman

© Edelman, 2009, Al rights reserved.
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Frequent, honest communication most important reputation attribute in Canada

Canada mGlobal Total

Communicates frequently and honestly on the state of its business I o1 97%
Is a company that treats its employees well D 030 96%
Offers high quality products or services | 006
Stays within the spirit and the letter of the law in [country] I o0 95%
94%
R
. 92%
Gives el for Moy - N 51
Commits time, money and resources to the greater public good I 55 92%
Has senior leadership that can be trusted I s 91%
Has a strong commitment to protect the environment I s 91%
. . 90%
k&
Creates and keeps jobs in your area I o 88%
Is an innovator of new products, services or ideas s g;f;z
B62-73. When you think of good and responsible companies, how important is each of the following factors to the overall reputation of the I*I
company? Please use a nine-point scale where one means that factor is “not at all important” and nine means it is “extremely important” to & Edelman
overall reputation. (Top 4 Box) Informed Publics age 25-64 in 20 countries and Canada ‘ J[rUSJ[barometer
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i+l

89%

85%

45%

20%

Through personal action, trust has tangible benefits

= Actions taken with distrusted and trusted companies +

Refused to buy their products/services Chose to buy their products/services

Criticized them to a friend or colleague Recommended them to a friend or colleague

Paid a premium for their products/services

Shared negative company Shared positive company
opinions/experiences online opinions/experiences online

17% 26%

Sold shares Bought shares

B74-78 Thinking back over the past 12 months, have you taken any of the following actions in relation to companies that you trust? Please answer yes or no

to each action.

B79-82. Still thinking about the past 12 months, have you taken any of the following actions in relation to companies that you do not trust? Please answer yes

or no to each action. Informed publics 25-64 in 20 countries

© Edelman, 2009, All rights reserved,
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93%

86%

74%

48%

32%
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N
Rebuilding Trust

The Power of Public Engagement

"l understand your disappointment,
your anger. This situation is
perfectly unacceptable.”

— Daniel Bouton,
former CEO of Société Générale

] \\Q‘,\
2
=

Daniel Bouton, former CEO of French bank Société Générale

|
Edelman

4
|, ustbarometer
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What We Have Learned

A public
company serves

shareholders
and society

- i+l
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Public Engagement: A Strategy for Changing
Policy and Communication

Private Sector Mutual Social
Diplomacy Responsibility

Shared Continuous
Sacrifice Conversation
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P r | Vate Secto r DI p I om acy Private Sector Mutual Social

Diplomacy Responsibility

«  Shape policy on world’s most pressing
problems, including ones that don’t concern Shared Sacrifce | | Soninuous
company'’s industry

«  Partner with government, NGOs to drive
decision-making and set strategy on major
societal issues

RO NA

Rona Canada building sustainable business —
develop and introduce an informed [N
procurement policy to protect the Canadian
Boreal Forest and balance sourcing o
requirements. “
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Mutual Social Responsibility | e

Benefit society and the bottom line Stared Sacrfce | | Somtinuous
Integrate approaches to societal

problems into products and services %‘BRI’IN

Involve employees and customers in FiLl mrum:uuu@u&'

decisions and actions about company’s
social responsibility

Brita invited Canadians to be part of
the solution for reducing water
bottle waste
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Shared Sacrifice

«  Set collaborative tone for company: we’re all in
this together

« Equitable compensation (executive pay cuts,
bonus forfeiting) sends powerful message

Communicate with employees, welcome their
voices

Private Sector
Diplomacy

Mutual Social
Responsibility

FINCANCIAL SECTOR

il

Executive compensation within
Canadian banking sector — select
early adopters.

Bank CEOs hand back some pay
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Continuous Conversation

Be agile and “of the moment”

Inform, don’t control the
conversation

Say... then do as you say

Ontario Lung Association’s

Campaign for a Smoke-free Ride
focused on choice, used timely

dialogue, and ongoing
engagement via multiple touch
points.

Private Sector
Diplomacy

Mutual Social
Responsibility

Shared Sacrifice

Continuous
Conversation

© Edelman, 2009, All rights reserved,

38

et

Edelman

|, [ustbarometer


http://images.google.com/imgres?imgurl=http://www.britishcouncil.org.br/champions/blog/upload/06052008075923_Canada_flag.gif&imgrefurl=http://www.britishcouncil.org.br/champions/blog/c_article_display.asp?idb=18&v=501852426&ida=119&usg=__eIoiL_9QM5NQv8WOey_01-znOfg=&h=240&w=360&sz=4&hl=en&start=3&sig2=OEabOqE31OwOChiGHON1rA&um=1&tbnid=OpkPL_pOIXTvjM:&tbnh=81&tbnw=121&ei=rC1_Sc2uCoeosAPHxvkg&prev=/images?q=Canada+Flag&um=1&hl=en&rlz=1G1GGLQ_ENUS252&sa=N

’

Edelman
»Edelman | trustbarometer

ENTH GLOBAL OPIN

¥ Questions...

> |

© Edelman, 2009. All rights reserved.



http://www.flags.net/CANA.htm
http://images.google.com/imgres?imgurl=http://www.britishcouncil.org.br/champions/blog/upload/06052008075923_Canada_flag.gif&imgrefurl=http://www.britishcouncil.org.br/champions/blog/c_article_display.asp?idb=18&v=501852426&ida=119&usg=__eIoiL_9QM5NQv8WOey_01-znOfg=&h=240&w=360&sz=4&hl=en&start=3&sig2=OEabOqE31OwOChiGHON1rA&um=1&tbnid=OpkPL_pOIXTvjM:&tbnh=81&tbnw=121&ei=rC1_Sc2uCoeosAPHxvkg&prev=/images?q=Canada+Flag&um=1&hl=en&rlz=1G1GGLQ_ENUS252&sa=N

g—

Edelman

/ 4
g Eeiman (, tustbarometer

09

2009 Edelman Trust Barometer

© Edelman, 2009. All rights reserved.


http://www.flags.net/CANA.htm
http://images.google.com/imgres?imgurl=http://www.britishcouncil.org.br/champions/blog/upload/06052008075923_Canada_flag.gif&imgrefurl=http://www.britishcouncil.org.br/champions/blog/c_article_display.asp?idb=18&v=501852426&ida=119&usg=__eIoiL_9QM5NQv8WOey_01-znOfg=&h=240&w=360&sz=4&hl=en&start=3&sig2=OEabOqE31OwOChiGHON1rA&um=1&tbnid=OpkPL_pOIXTvjM:&tbnh=81&tbnw=121&ei=rC1_Sc2uCoeosAPHxvkg&prev=/images?q=Canada+Flag&um=1&hl=en&rlz=1G1GGLQ_ENUS252&sa=N

