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Introduction

Facilities Management is built on trust. Not just operationally — but
psychologically. People trust FM leaders to keep environments safe, maintain
operational stability, solve problems calmly, protect continuity, and lead
effectively during pressure.

This trust influences everything. It affects:

stakeholder confidence
team performance
communication quality
operational resilience

and leadership credibility

And in Facilities Management, trust is not created through titles. It is created
through behaviour.
The strongest FM leaders understand that trust is built slowly through:

consistency
communication
calmness
visibility

and reliability over time

Because ultimately, people follow leaders they trust. Especially during uncertainty.
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Trust Is Leadership Currency

Many FM leaders focus heavily on:

systems
operations
processes

and technical performance

All of these matter. But trust is often the invisible factor behind strong operational
environments.

Without trust:
communication weakens
escalation slows

teams become defensive

and stakeholders lose confidence quickly
Strong FM leadership depends heavily on trust because operational environments
constantly involve:

pressure
complexity
changing priorities

and uncertainty

Trust stabilises environments during those moments.
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Trust Is Built Before Crisis
Happens

One of the biggest misconceptions about trust is that it is built during crises. In
reality, most trust is built long before pressure arrives. It is created through
repeated everyday behaviour.

Small moments matter:
how leaders communicate
how they respond under pressure
whether they follow through
whether they stay calm

and whether people feel heard

When pressure eventually arrives, people rely on the trust already built.
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Credibility Is the Starting
Point

Strong FM leaders build credibility consistently.

Credibility comes from:
competence
preparation
professionalism

and operational reliability

People trust leaders who:

understand the operation
make informed decisions

and communicate with clarity

In Facilities Management, credibility often develops through:
consistency
calm operational control

and visible professionalism over time
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Competence Builds
Confidence

FM environments are operationally complex. Stakeholders need confidence that
leaders understand risk, can solve problems, and can maintain stability during
disruption. Competence therefore becomes highly visible.

Strong FM leaders build trust by:

understanding detail
remaining composed

and making clear decisions under pressure

Confidence in leadership usually increases when teams feel operationally safe.
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Communication Is One of the
Biggest Trust Drivers

Poor communication damages trust quickly. Strong communication builds it.

High-performing FM leaders communicate:
clearly
calmly
consistently

and honestly

This becomes especially important during:

operational disruption
organisational change
crises

and uncertainty

People rarely expect perfection. But they do expect clarity.
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Calm Communication Creates
Stability

One of the most underrated leadership skills in Facilities Management is calmness.
FM teams often operate inside high-pressure environments.

When leaders communicate emotionally or reactively:

anxiety spreads
confidence drops

and operational pressure intensifies

Strong FM leaders stabilise environments psychologically.

They:
remain composed
reduce noise

and create clarity during pressure

Calmness itself becomes a leadership signal.
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Consistency Builds Trust
Faster Than Charisma

Some leaders rely heavily on personality. But trust is usually built more through
consistency than charisma.
People trust leaders who:

behave predictably

communicate reliably

follow through

and maintain standards consistently

In Facilities Management, inconsistency creates operational uncertainty quickly.
Strong leaders create confidence through reliability.
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Follow-Through Matters

One of the fastest ways to lose trust is failing to follow through. Small broken
commitments damage credibility over time.
Strong FM leaders:

respond when they say they will
communicate updates proactively

and close loops consistently

Reliability creates trust. Especially in operational environments where people
depend on one another daily.
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Visibility Matters in FM
Leadership

High-trust FM leaders are usually visible. They do not disappear operationally.

People see them:
engaging with teams
communicating with stakeholders
walking environments
asking questions

and remaining present during pressure

Visibility creates reassurance. Especially during operational disruption.
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Presence Creates Confidence

Strong FM leaders understand the importance of presence. Sometimes leadership
is less about solving every issue personally — and more about creating confidence
through calm visibility.

Teams perform more confidently when leadership feels:

accessible
engaged

and operationally aware

Invisible leadership often weakens trust unintentionally.
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Trust Requires Honesty

Trust is damaged when communication feels:
political
vague
defensive

or misleading

Strong FM leaders communicate honestly.

This includes:

acknowledging problems
being transparent about risk

and managing expectations properly

People often trust leaders more when they communicate difficult realities calmly
and honestly.
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Stakeholder Management Is
Fundamentally About Trust

Facilities Management leadership involves managing multiple stakeholder groups
simultaneously.

This often includes:

executives
employees
suppliers
operational teams
contractors

and external partners

Strong stakeholder relationships are built largely through trust.

Stakeholders want FM leaders who:
communicate clearly
understand operational risk
remain commercially aware

and protect organisational stability
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Reputation Is Built Quietly

Strong FM reputations are rarely built through self-promotion.

They are usually built quietly over time through:
reliability
professionalism
consistency

and calm operational leadership

People remember:

how leaders behaved during pressure
how problems were handled

and whether communication created confidence or uncertainty

Reputation compounds slowly.
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Emotional Intelligence
Strengthens Trust

Facilities Management is highly relational.
Strong FM leaders require emotional intelligence because they constantly
navigate:

pressure

conflict

competing priorities

and stakeholder expectations

Emotionally intelligent leaders:

listen well
communicate carefully
regulate emotion

and adapt communication appropriately

This strengthens trust significantly.
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Trust Increases Team
Performance

High-trust FM environments often perform better operationally. Teams
communicate more openly. Problems escalate earlier. Collaboration improves.
Accountability strengthens.

Trust reduces operational friction.

Low-trust environments often create:
defensiveness
hesitation
politics

and communication breakdowns
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Trust Matters Most During
Pressure

The true strength of leadership trust becomes visible during difficult periods.

Especially during:
operational crises
organisational change
service disruption
restructuring

or uncertainty

In these moments, teams look closely at leadership behaviour.

People ask themselves:

Does this leader remain calm?
Are they communicating clearly?
Can | trust their judgement?

Do they create stability?

Strong FM leaders build confidence through behaviour under pressure.
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Leadership Trust Cannot Be
Artificial

People usually recognise performative leadership quickly.

Trust cannot be manufactured through:

slogans
presentations

or corporate messaging alone
It is built through repeated operational behaviour.

This includes:
honesty
calmness
professionalism
accountability

and reliability

Trust is behavioural evidence accumulated over time.
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Great FM Leaders Build
Psychological Safety

High-trust FM leaders create environments where people feel able to:

raise concerns
speak honestly
admit mistakes

and communicate openly

This reduces hidden operational risk significantly.

Teams become more resilient when communication feels psychologically safe.
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Trust Is a Long-Term
Leadership Asset

Strong trust creates long-term operational advantages.

It improves:
retention
team stability
stakeholder confidence
operational resilience

and leadership influence

It also strengthens the wider reputation of the FM function internally.
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The Best FM Leaders Create
Calm Environments

One of the defining characteristics of strong FM leadership is emotional steadiness.

The strongest leaders often create:

calm
clarity
consistency

and operational confidence around them

This becomes especially valuable during uncertainty.

People remember leaders who made difficult environments feel manageable.
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Conclusion

Trust is one of the most important assets any Facilities Management leader can
build.

It influences:
operational performance
stakeholder confidence
team resilience
communication quality

and leadership effectiveness

Strong FM leaders build trust through:
credibility
calmness
communication
consistency
visibility

and professionalism over time

Because ultimately, Facilities Management leadership is not simply about
managing buildings.

It is about creating confidence.

And confidence is built on trust.
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About Maxwell Stephens

Maxwell Stephens is a specialist Facilities Management recruitment consultancy
supporting organisations across the UK.

We recruit FM professionals across:

Facilities Management
Estates

Workplace Management
Property Operations
Building Services

and FM Executive Leadership

Our approach combines deep sector understanding with long-term relationship-led
recruitment.

For more information, visit www.maxwellstephens.com
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' What the Data Says

What UK research shows about trust in leaders, the weight employees place on shared

values and the effect of effective management.

» Half of employees in large UK organisations (500+ staff) do not trust their CEO or

senior leaders.
Source: Institute of Internal Communication (with Ipsos Karian and Box), IC Index 2026

»  35% of UK employees would rather change jobs than report to a manager with

very different values.
Source: Edelman Trust Barometer 2026: UK findings

*  Only 27% of UK workers describe their manager as 'highly effective'.

Source: Chartered Management Institute (CMI), New 1dy: Bad managers and toxic w

» Only 49% of employees in large UK organisations (500+ staff) agree people can

share their opinion without fear of negative consequences.

Source: In Ite O INnternd ommunication (WItn IPS0S Karian and 5oxX

» 16% of the FM vacancies Maxwell Stephens advertised from 2023 to 2026 were

Head of or Director-level leadership roles.

Source: Maxwe ephens ana of 497 adve ed

Sources were checked in September 2026. Select a source to open the original research. Maxwell Stephens
figures are drawn from our own published vacancies and placement records.
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https://www.ioic.org.uk/insight-practice/ic-index.html
https://www.edelman.com/sites/g/files/aatuss191/files/uk/2026-01/Trust%20Barometer%202026_Top10_UK.pdf
https://www.managers.org.uk/about-cmi/media-centre/press-releases/bad-managers-and-toxic-work-culture-causing-one-in-three-staff-to-walk/
https://www.managers.org.uk/about-cmi/media-centre/press-releases/bad-managers-and-toxic-work-culture-causing-one-in-three-staff-to-walk/
https://www.ioic.org.uk/insight-practice/ic-index.html
https://www.maxwellstephens.com/facilities-management-jobs
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See It in Practice

Head of Facilities Management for Facebook UK

Facebook UK (now part of Meta) approached Maxwell Stephens to recruit a Head of
Facilities Management for its London estate. We carried out detailed role analysis, a
targeted executive search and a comprehensive assessment of technical expertise,
leadership, commercial awareness and communication. The appointee quickly became
a trusted operational leader across three major London offices, building strong

relationships with senior leadership, employees and global workplace teams.

It shows trust earned through consistent delivery and strong relationships at every

level of a demanding organisation.

R the full t t maxwellstephens.com -studies/f k

Related Reading

Why Transparency Is One of the Most Important Leadership Qualities

maxwellstephens.com/blog/why-leaders-should-be-transparent

Why Communication Is a Core Leadership Skill in FM

maxwellstephens.com/blog/the-simple-communication-techniques-that-will-make-you-a-better-facilities-
manager

Hearing vs Listening: Why Active Listening Matters

maxwellstephens.com/blog/3-ways-to-move-from-hearing-to-really-listening

Talk to Maxwell Stephens

Planning an FM, estates or workplace appointment? Contact us for a confidential
conversation, or browse more case studies.
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