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ABSTRACT

Theaimofthispaperistodemonstratetheintricaciesoftrustinaninstitutionalsettingwiththehelp
ofacaseentailingaclashbetweenAppleandtheFBIinasituationthatwasbothpoliticallyand
emotionallycomplex.Thereviewofliteraturecoversanextensiveamountofacademicpapersto
encapsulateeachandeveryaspectoftrustrangingfromsimplecharacterizationoftheconcepttothe
deep-seatedcomplexitiesofthematterliketheeffectofethnicityontrustortheneurologicaleffects
duringabreachoftrust.Finally,itidentifiesseriousgapsinresearchthatareneededtobeworked
uponbyotherresearcherstofurtherourunderstandingofthematter.
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INTRodUCTIoN

Inaway,everythinginoursocietydependsontrust(Gibbs&Coleman,1990).Everycurrencyin
theworldholdsvaluebecausepeoplebelievethattheircentralbankwillbackitup(Varian,2019).
Democraciesworkbecausecitizensbelievethattheyhaveindividualrightsandthattheircountry’s
justicesystemtreatseveryonefairly(Castillo,Huang&Silver,2019).Thefinancialmarketsdepend
uponstakeholders’trustinvariousinstitutions;ifinvestorslosefaithinacompany,nomatterhow
strongthefundamentals,thecompanystockwillstartplummeting(Pevzner,Xie&Xin,2012).

Trustisthedeep-rootedadhesivethatholdsoureconomiestogetherandpreventsthemfrom
fallingapart(Knack&Keefer,1997).Asourliteraturereviewsuggests, trustisknowntobethe
foundationofallrelationships(Simmeletal.,1978).Moreover,whenwetalkaboutrelationships,
wenotonlymeaninterpersonalrelationsthatwehavewithourfriendsandfamilybutawiderange
ofrelationships.AsexplainedbyKong(2012),trustisbifurcatedintotwocategoriesbasedonthe
parties involved in interactions.First, interpersonalor social trustandsecond, institutional trust.
Interpersonaltrustasthedefinitionimpliesusuallyinvolvestrustbetweenindividuals(Helliwell,
2003).Variousfactorsaffecttheleveloftrustbetweentheseindividuals,whichhasbeentalkedabout
inourliteraturereview.InstitutionalTrust,ontheotherhand,mayusuallyinvolvetrustbetweenan
institutionandanindividualoranotherinstitution.Banks,governments,organizations,companies
andsimilarestablishmentsmaybecategorizedasinstitutionswhentalkingaboutinstitutionaltrust.
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Eventhoughthetwocategoriesaredifferentinnature,thatdoesnotimplytheyareindependent
ofeachother(Nooteboom,2006).Peoples’trustinapersonoraninstitutioncanverywellbeaffected
byeachother.Apersonmayvote foraparticularcandidate inanelectionbecause they identify
withhis/herpartyratherthanevaluatingthepoliciesandideasofthecandidatehimself(Krosnick,
2017).Trustbetweenindividualsandinstitutionsisinherentlylinkedtoeachother(Helliwell,2003).
Moreover,variousfactorsdetermineourtrustinoneanother.Thesefactorsrangefrom,theextent
ofrelationshipsitselftoculturalfactorslikerace,countryofresidenceetc.,allofwhichhavebeen
discussedindetaillaterinthepaper.

OurcasestudymainlyexploresarecentincidentinvolvingtheAmericantech-giantAppleInc.and
itsface-offwiththeUSGovernment’sdomesticlawenforcementagency,FBIortheFederalBureau
ofInvestigation.Theface-offwasaresultofApple’sunwillingnesstoabidebyacourtorderdelivered
byaUSfederaljudge.TheorderurgedAppletoassisttheFBIindevelopinganewoperatingsystem,
thatwouldlettheFBIretrievedatafromtheiPhoneofanidentifiedshooter.Thelatersectionsof
thispapertalkin-depthonhowthewholesituationplayedoutandwhatexactlywerethearguments
ofbothsides.Theincidentstirredaninternationalconversationaboutprivacyandtrustwhileasking
thecrucialquestionofwhetherthegovernmentshouldhavesuchkindofpower.Thisparticularcase
waschosenbecauseitgaveseveralcriticalcontributionstotheconversationoftrustinaninstitutional
setting.Apple’sargumentisespeciallyintriguing,becauseeveninsuchacomplicatedsituation,it
triestofightforthetrustithascultivatedovertheyearsinitscustomers,andtriestoestablishwhy
itwasrightinitsrefusaltodevelopatechnologythatitclaimswouldhaveputeveryiPhoneuserat
riskanddamagedpeople’strustinthecompanybecauseofthesame.Variousnotableindividualslike
EdwardSnowdenandSundarPichaiweighedinontheincidentdefendingApple’sstance.Thepaper
alsotalksabouthowApplewasdifferentfromothertech-basedcompaniesandwhyitwasespecially
essentialforthemtofightforwhattheydid.Lateron,inthefindingssection,thepaperpresentsthe
twomainfindingsofthisstudyandprovidesdirectionsforfutureresearchthatcouldgiveusinsight
onpreviouslyunchartedterritory.

Background
Theliteraturereviewofthispapercoversavarietyofsubjectsontrustspanningfromthefundamental
characterizationoftrusttoitsimplicationinbusiness,socialsettingsandmuchmore.Toquotean
excerptfromapaperbySimmeletal.(1978),“Withoutthegeneraltrustthatpeoplehaveineach
other,societyitselfwoulddisintegrate,forveryfewrelationshipsarebasedentirelyuponwhatis
knownwithcertaintyaboutanotherperson,andveryfewrelationshipswouldendureiftrustwerenot
asstrongas,orstrongerthan,rationalprooforpersonalobservation”.Trustisuniversallyidentified
asanessentialelementintheefficientworkingsofoursocieties(Gibbs&Coleman,1990;Macy&
Cook,2002;Hardin,2002;Lehman&Sztompka,2001).AstalkedaboutintheworksofBarbalet
(2009),duetoitsimportanceinsocialrelations,andthecaptivatingessenceofitscomplexity,the
termoftendrawsrecurrentandvaryinguse.Therearesixteendifferentmeaningsoftrust,according
totheOxfordDictionary.Evenwithintheacademicliterature,thereismuchconceptualdisparityon
thematter.Inseveralwaystrustisdefinedintermsofthemerititpresents(politicalunity,mutual
support,dependability,societalorderliness,etc.),ortheinherentqualitiesofthepeopleorinstitutions
wholendit(virtuous,efficient,etc.),orthenatureofrelationshipbetweenthetwoparties(reliant,
contractual,deceitful,mutual,etc.).

Trustholdssignificanceinallsocialinteractionandrelationships,whichiswhyithassucha
broadappeal.Everyindividualhasavariedexperiencewhenitcomestotrust.Thereforenotonlyin
day-to-dayusagebutalsoindistinctiveliterature,itwillhavenumerousmeanings.Nooteboom(2006)
elaboratesonthekindofvalueitholds;hearguesthattrusthasanextrinsicvaluewhichhelpsin
minimizingthetransactionalcostsandrisksofrelationships.Thisisespeciallysignificantwhenthe
risksaretroublesomeorcostlytomanageinaformalorbureaucraticmanner,suchaslegalagreements,
governmentoversightandsocialhierarchy.Formalmethodsofsupervisioncannotcompletelyeliminate
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socialrisk,andthereforesomeleveloftrustisusuallyrequired.Trustalsoholdsaninherent,intrinsic
value(Bierstedt&Blau,1965;Arrow,1975;Jarillo,1988;Bradach&Eccles,1989;Casson,2001;
Sako,1992;Helper,1990;Gulati,1995;Chiles&McMackin,1996;Nooteboom,1996).

AnimportantdistinctionmadebySchneider&Fukuyama(1995)intheirpaperintheJournal of 
Marketingestablishestrustlevelandtrustradiusastwoseparatebutequallysubstantialconstituents
oftrust.Trustlevelisdefinedastheintensitywithwhichindividualstrustoneanother.Peoples’level
oftrustisimportantasitdefinestheirreadinesstoworktogetherwithothers,whiletheradiusoftrust
dictatesthebreadthofthecircleofindividualswithinwhichaparticularleveloftrustexists(Van
Hoorn,2014).Thisconceptwillbeespeciallyusefulwhenwetalkaboutourcasestudy.

Thefactorsaffectingtrusthavebeentalkedaboutingreatdetailinvariousresearcharticles.
Comparedtoeverythingelse,theintrinsicqualitiesofthetrustee(i.e.,morality,honesty,kindness
etc.)mostcommonlyaffectsanindividual’sintentiontotrust(Gill,Boies,Finegan&McNally,2005).
Determinantsoftrustaremainlyculturalorexperientialinnature(Uslaner,2008).Itismentioned
timeandagainthattrustisaculturalcharacteristicpassedonfromonegenerationtoanother(Uslaner,
2008).Themostvisibleexampleoftheculturalimplicationoftrustisrace.Raceisfoundtobeone
ofthemostvitalfactorsinthedeterminationoftrust(Smith,2010;Uslaner,2002).Theethnic-racial
disparity in trusthasmostlybeendue toahistoryofdiscriminationagainst these individuals in
society(Dinesen,2012).Peopleofethnicandracialminoritygroupsareusuallytrustedlessdueto
thedeprivedstatustheyoccupyandsocio-economicorderresultingfromanunfortunatepatternof
institutionaldiscrimination(Brehm&Rahn,1997;Demaris&Yang,1994;Alesina&LaFerrara,
2002;Claibourn&Martin,2000).

Incontrasttotheculturalargument,theexperientialperspectivearguesthattrustisformedby
experiencesintheenvironmentinwhichonelives,andhenceissubjecttochangewithexperiences
throughoutlife(Dinesen,2012),andregardlessofwhatactuallydeterminesourwillingnesstotrust,it
yieldsagreatdealofbenefitstosocietyasawhole.Trustencouragescooperativebehaviour(Collard
&Gambetta,1989),andproducessociallyefficientoutcomesineconomies(Stern&Putnam,1993).
Italsomakessocial institutionsperformbetterbybringingdowntransactioncosts (Schneider&
Fukuyama,1996);promotesflexibleorganizationalstructures,likenetworkrelations(Miles&Snow,
1992).Inaddition,trustreducesthedegreeofcorruptionineconomies;makinggovernmentsmore
productiveandcompetent(Portaetal.,1997),leadingtohighereconomicgrowthamongnations
(KnackandKeefer,1997;ZacandKnack,2001).Atlast,trustissaidtobepositivelycorrelatedwith
businessdevelopment(Gusioetal.,2004),andsuperioreducationalinstitutions(Alesinaetal.,1999).
Helliwell(2003)establishesthatonaninterpersonallevel,itisfoundthattrustfulindividualstendto
bebothhealthierandhappier,andsocietieswithwidespreadtrustareblessedwithhighereconomic
andgovernmentalperformance.Giventhesepositiveconsequences,thecausesoftrusthavereceived
increasingattentioninthepastdecade.

Puttingasidethesocial,interpersonaloutlook;trustalsoplaysaconsiderableroleininstitutional
settings.Institutionaltrusthastwoclassifications:first,basedongoodwill,i.e.ifaninstitutionis
primarilyfunctioningintheoverallinterestofsocietyandthesecond,trustthatisbasedoncompetence,
i.e.howwellaninstitutioncantackle theissueathand(Kong,2012).Flores&Soloman(1998)
arguethatinbusiness,forexample,whentalkingaboutanemployee,themostimportantquality
istrustworthiness.Itisevidentthatifanemployeeistrustworthy,thesinceritywillautomatically
riseupwards.Higherproductivityisachievedwhenemployeesconsidertheiremployertobemore
trustworthyaswell, i.e. theyperceivehigher levelsofgoodwill-based trust (Flores&Solomon,
1998;Kong,2012).Toillustrate,Nissan,aJapaneseautomobilemanufacturer,hadcultivatedahigh
leveloftrustamongitssuppliersduetoitsrelationalapproachtowardsthem.However,inthe1990s,
afteritsassociationwithRenault,thecompanyswitchedfromrelationaltoamoretransaction-based
approach.Itdidnotstraightawayharmthecompany’srelationshipwithitssupplierssinceithad
builtthattrustoveralongperiodoftime(Stevens,Holweg&Pil,2012).MacDuffie(2010)asserts
thatsuppliersonlystartedtakingamoreresentfuloutlookandlostfaithinNissanafteritemerged
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fromthefinancialcrisisandreturnedtoprofitabilityyetkeptpressuringsuppliersforfurtherprice
cuts.Inanyrelationship,theleveloftrustgoesupanddownmultipletimesoveraperiodoftime,in
awaythatdoesnotseriouslythreatenitssurvival.However,ifthesurvivalisthreatened,itmaybe
damagedtosuchanextentthatitisresistanttoanyrepairorrecoverywhatsoever,thisisprecisely
whathappenedwithNissananditssuppliers.

AnarticlepublishedbytheNational Academy of Sciencesusedcognitiveneurosciencetoestablish
avitalattribute that influences therecoveryof trustafterabreach- thedegreeofarelationship
prior to thebreachof trust.Theexperimentsestablish that themoresignificanta relationship is
beforeabreachoftrust,thebetterchanceithasintherecoveryofthesame(Schilke,Reimann&
Cook,2013).Institutionaltrustisalsocapableofmaintainingsocialorder(Streufert,1968).Kong
(2012)explainsthatahighlevelofinstitutionaltrustingovernmentispositivelycorrelatedtothe
satisfactioninpeople’slives.Thisindirectlyleadstohighercivicengagement,pro-socialconduct,
andproductivityatwork.Peoplelivingincultureswithlessersocialtrust,i.e.withmorecorruptand
lesstransparentgovernmentstendtohavelowerfreedomandequality.Theflowofinformationis
notfreeoropen,andindividualsarescepticalofeachother’smotivations.Duetothis,peopleliving
intheselowtrustsocietiestrytolookfororemployinterculturalexperiencetogatherinformation.
Theyaremorelikelytodiscoverinstitutionaldifferencesiftheyhavemoreinterculturalexperience.
Toillustrate,astudypublishedinReview of Social Economyobservingthelevelsoftrustamongfive
differentnations-Colombia,Chile,Mexico,IndiaandSweden;revealedthatIndiahadthelowest
levelsoftrustoutofallothernationswhileSwedenhadthehighest,confirmingthebeliefthathighly
developedScandinaviannations(whicharebelievedtohavesomeofthemosttransparentgovernments
intheworld)tendtohaveaveryhighleveloftrustamongitscitizensincontrasttolessertransparent
nationslikeIndia(Ahmed&Salas,2009;Kong,2012).

Dinsen(2012)explainsthatwhenlookingatmoreextremecircumstances,economicandsocial
performanceisamajordriverofpoliticaltrust.Whiletheeffectofgovernmentperformanceonpolitical
trusthaslargelybeenassumedtobesimilarinextremeandnormalconditions,itisplausiblethat
economicorsocialperformancemattersmoreduringbadthanduringgoodtimes.Becauseduring
economicdownturns,citizensaremoreattentivetoeconomicconditionsandhence,moredistrusting
ofthegovernment.Thegovernmentfacesadditionalscrutinyduringweakereconomicconditions
becauseduringthesetimesthepublicpayscloseattentiontothegovernment’sfunctioning,granting
economicconcernsconsiderablesignificancewhenpeopletrytoassessthegovernment(Hetherington
&Rudolph,2015).Besides,eventhoughaneconomicoutlooktowardstrust,isingoodintentionand
lookingattherightpath;itisalsoalarminglyinadequateanddeceptive(Flores&Solomon,1998).
Inbusiness,trustisnottheonlyinstrumentforefficientperformance,notwithstandingthefactthat
it does have significant advantages for dealing with complications and consequently, efficiency
(Streufert,1968).FloresandSoloman(1998)arguethatitwouldbemisleadingtosaythatahigher
leveloftrustwill,inturn,makebusinessesmorecompetent.Trusttendstohavethiseffect.However,
thereisnotexactlyaprovenlinkbetweenefficiencyandtrust,anditwasneverknowntobethe
objectiveortheintentionoftrust.

Regardlessofitsprominenceinsociologicalresearch,thestudyoftruststillfacessomeissuesat
hand.Mostimportantly,thereisaseverelackofconsistencyinresearchers’approachinmeasuring
andconceptualizingtheconceptoftrust(Dirks&Ferrin,2002;Bigley&Pearce,1998).Thereislittle
consensuswhentryingtoestablishthecompositionorthestructureoftrust,andmorespecifically,
theresearchersfailtodifferentiatebetweentheprecursorsandtheframeworkoftrustitself(Mayer,
Davis&Schoorman,1995;Bhattacharya,Devinney&Pillutla,1998;).FloresandSoloman(1998)
wrotethateventhoughthereareproblemsinthestudyoftrust,theframeworkoftrustitselfhasproved
tobeanindispensablepillarofsociety.Trustismoresothananythinganemotionoranemotional
phenomenon.Sayingthattrustisanemotionalphenomenondoesnotmeanthatitissomethingtobe
feltorthatitis,likevarious(butnotall)emotions,short-livedinnature.Trust,similartoresentment
andlove,hasitsnoteworthinessinthebondsthatitbuilds(or,morefittingly,inthebondswebuild
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bythemeansofemotions),andtrust,likelove(butopposedtoanger),isbynatureenduring.Even
thoughitmaybeabused,heckledandsometimesevenbeshort-lived,usuallybecausetheindividuals
haveactedfoolishly.Nevertheless,similartootheremotions,trustisvital.Itisthebackboneofall
ourrelationshipsandinteractioninthisworld.

MAIN FoCUS oF THe ARTICLe

Methodology
Thepaperuses secondary sourcesand takesa case-basedapproach todelve into theunderlying
intricaciesoftrustanditsfootprintonoursociety.Paperscoveringawiderangeofthemesregarding
trust have been reviewed to get a holistic outlook on the matter. The literature talks about the
determinantsoftrust,itsculturalinfluences,differenttypesofclassificationsandmuchmore.Some
paperstalkaboutspecificsubjectslikewhataretheneurologicalimpactsorinsimpleterms,what
happensinourbrainsduringabreachoftrustandwhatfactorsaffectitsrecovery(Schilke,Reimann
&Cook,2013).Otherstalkaboutitsworkinginaninstitutionalsettingandhownarrowandbroad
scopeoftrustaffectsconsumers’outlooktowardsanestablishment(Helliwell,2003).

Thesecondaryinformationwascollectedoveraperiodoftwoyears,whichhelpedtheauthor
identifyfoundationalresearch like thatofNootbloom(2006),Kong(2012),Flores&Soloman
(1998);thesestudieshighlightedfundamentalconceptsrelatedtotrustaswellaslaidthegroundwork
tolookatourcasewithamoreinformedlens.Then,thosefundamentalconceptswereapplied
to real-world developments to understand how trust factors into interactions between various
institutionslikeApple,Facebook,FBIetc.Forourcasestudy,theinformationwasobtainedfrom
reputednewsoutlets like theWallStreet Journal,NewYorkTimes,Forbes etc.To assess the
legitimacyoftheinformationregardingthecase,everyfactwascross-verifiedfromatleasttwo
othersources.Anythingthatfailedthisbenchmarkwasexcludedfromthestudy.Tomaintainan
objectiveandunbiasedpointofviewtowardsbothAppleandtheFBI,officialstatementsfrom
bothpartieshavebeenincorporatedinthepaper.

Afterputtingupanobjectivepictureofthewholesituation,analysishasbeenpresentedbased
onourreviewofliterature.Conceptsfromourfundamentalstudiesliketheradiusoftrust,broad-
scopetrustetc.havebeenappliedtothesituationtoseethemfromamoreeducatedpointofview.

Finally,thetwomainfindingsbasedonthisstudyhavebeenpresentedintheend,alongwith
directionforfutureresearchonthetopic.

Case Study
AsreportedbyPressman(2018),Tabrez(2018),Tibken(2018),Trenholm(2018)fortheirrespective
publications,onaDecembermorningin2015,TashfeenMalikandSyedRizwanFarookequipped
withsemi-automaticpistolsandmultiplerifles,startedfiringattheInlandRegionalCenterinSan
Bernardino,California.Fourteenpeoplediedintheattack,andtwenty-twootherssufferedsevere
injuries.Later,theFBIdirecteditsEvidenceResponseTeamtoinvestigatetheresidenceoftheduo
responsiblefortheattack.Threephoneswerefoundduringtheinvestigation.Twoweredestroyed
bythecouple,whichleftthedataonthosedevicesunrecoverable.However,onewasleftuntouched
— an iPhone 5c, which belonged to Farook. Apple helped the FBI recover data from Farook’s
personaliCloudaccount.However,thedataavailableontheiCloudaccountwasonlybacked-upto
amonthpriortotheattack.TheagencybelievedthatFarookhadstoppedtheback-updeliberately
toavoidgettingcaught.TheonlyotherwaywastoretrievedatadirectlyfromhisiPhone.However,
theFBIwasunabletobreakintothephoneasitdidnothavetherequiredpasscodetoun-encrypt
andstartthedevice.Furthermore,asperApple’ssecurityprotocol,aftertenincorrectattemptsat
thepasscode,theiPhonewipesoffallthedataonthedevice.InFebruaryof2016,theFBIrequested
acourttocompelAppleintodevelopingasoftwarethatcouldoverridetheprotocolonthephone
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whichdeletedthedataaftertenfailedattemptsatthepasscode.Applerefusedtodoso.TimCook,
theCEOofApple,statedthat“theorderwenttoofarandwouldthreatenthesecurityofalliPhone
users.BypassingtheiPhone’spasswordmeantcreatingabackdoorinitsiOSmobilesoftwarethat
couldthenbeusedtoaccesseveryotheriPhone”.Inalatercourthearing,thecompanyrevealedthat
theJusticeDepartment,thelawenforcementdivisionoftheUSGovernmenthadaskedApple’shelp
inunlockingnineotheriPhonesonseparatecases.TheF.B.I.,ontheotherhand,claimsthatApple
isover-inflatingthematterasthebureauisaskingforittoassistinunlockingonlyoneiPhone,and
noteveryiPhoneintheworld.

Inanopenletter,Applebackedupitsobjectionsbyhighlightingtwoimportantimplicationsin
thematter.Theywereasfollows-“First,thepasscodelockandrequirementformanualentryofthe
passcodeareattheheartofthesafeguardswehavebuiltintoiOS.Itwouldbewrongtointentionally
weakenourproductswithagovernment-orderedbackdoor.Ifwelosecontrolofourdata,weput
bothourprivacyandoursafetyatrisk.Second,theorderwouldsetalegalprecedentthatwould
expandthepowersofthegovernment,andwesimplydon’tknowwherethatwouldleadus.Should
thegovernmentbeallowedtoorderustocreateothercapabilitiesforsurveillancepurposes,suchas
recordingconversationsorlocationtracking?Thiswouldsetaverydangerousprecedent.”Trenholm
(2018)reportedthateventhoughthenon-complianceofApplehastheUSGovernmentfrustrated,
ithasreceivedsupportfromtheUnitedNationsandothertechgiantslikeGoogle,Facebookand
Microsoft.SundarPichai,theCEOofGoogle,wroteonTwitterasserting,“Webuildsecureproducts
tokeepyourinformationsafe,andwegivelawenforcementaccesstodatabasedonvalidlegalorders.
However,thatiswhollydifferentfromrequiringcompaniestoenablehackingofcustomerdevices
&data.Itcouldsetatroublingprecedent.”Encryptioncreatesmuchagitationbetweentech-based
companiesand lawenforcementagencies.Companies likeGoogle,WhatsAppandAppledefend
theprivacyoftheirusersbyencryptingtheirdata,sometimesinwaysthateventheyareunableto
decipher themselves.Even though that empowersunethicalusers like terrorists andcriminals to
communicatewitheachotherwithoutthegovernmentbeingabletokeeptrackofthem,techcompanies
justifythesesecuritysystemsbyemphasizingthatitisnotpossibletoletlawenforcementdecipher
encryptionwithoutenablingcriminalstodothesame.Asthelegaleffortsdragged,adaybeforethe
slatedcourthearing,theFBIfinallyunlockedtheiPhonewithoutApple’shelpbyusingatechnique
devisedbythird-partyexperts(Tibken,2018).Althoughtheconflictmayhaveconcludedwithouta
courtorderandproperjudgment,thecasestartedaninternationaldialogueandhasputthismatter
frontandcentre(Lichtblau,2018).

Analysis and discussion
Apple’sdefianceonthematterisunderstandable.AspointedoutbyHixon(2014),themajorityof
Apple’scustomerbaseconsistsofhigh-worthindividualslikeprofessionals,businesspeople,and
high-rankinggovernmentofficials;allofwhomhavephonesthatcontainconfidentialandsensitive
information.Otherswhodonotfallunderthesecategoriesareusuallyyoungadultswhoplaceahigh
valueontheirsmartphonesandpreferindividualprivacy.Applepridesitselfonmakingsurethatall
itsproductsfactorthatin(Graham,2018).Frommakingthedataonitsdevicesencrypted,tomaking
itharderforadvertiserstotrackAppleuserswhilebrowsingtheweb(Castillo,2018),thecompany
worksveryhardtobuildandmaintainthetrusttheyhaveaccumulatedovertheyears.Aswehave
discussedinourliteraturereview,theradiusoftrustthatApplehascultivatedhasattainedaglobal
reachanddevelopedahigh-intensitybroad-scopetrustamongitsusers.Thiswasveryevidentinthe
waythecustomerbasereciprocatedthistrustintheformofunflinchingloyalty.However,thecompany
hasstartedtolosethattrustduetovariousmisstepsitmadealongtheway.Themostinfamousone
asreportedbyGeier,Kottasová&Toh(2018),revealedthatthecompanywasintentionallyslowing
downiPhonesandhidingthefactthattheissuecouldbesolvedwithasimplebatteryreplacement
in order to force customers to buy newer models. Going back to our literature review; Schilke,
Reimann&Cook(2013)talkedabouthowtherecoveryoftrustintheeventofabreachisrelatedto
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thedegreeofrelationshipbeforethebreachandhowtheactorsinvolvedreactfurtherinthesituation.
Thecompanyrespondedbyapologisingandloweringthebatteryreplacementcostssignificantly.
ItisapparentthattheconceptofprivacyandtrustarefundamentaltoApple’sidentityintheworld.
Hence,itisnotallthatsurprisingwhyApplefoughtthecourtorderwithsuchconviction.Apple
knewwhatwasatstake,amongtechgiants,itispossiblytheonlycompanythathasbeenableto
keepitscustomers’trustintact.

Incontrast,itwasreportedinaNewYorkTimesreportbyRosenberg,Confessore&Cadwalladr
(2018)thatFacebookwasinvolvedinascandalwhereitwasrevealedthatafirmnamedCambridge
AnalyticaobtaineddataofmillionsofFacebookusersandexploitedittoinfluencethe2016US
PresidentialElection.EventhoughFacebookknew,itchosetohidethisinformationfromthegeneral
public.Consequently,thereactionwaspureoutragefromthemediaandthepublic(Wong,2018).It
ingrainedtheideathatFacebookcannotbetrustedinpeoples’minds.Asexplainedinourliterature
review,abreachoftrustonascaleasbigasthisoneishardtorecoverfrom,becauseitdamagesthe
verycoreofacompany’sreputation(MacDuffie,2010).Moreover,FacebookandGoogle’sbusiness
modelinherentlyinvolvesstoringanimmenseamountofuserdata,sopeopleneverthelesshavelittle
trusttobeginwith,whenitcomestothesecompanies(Curran,2018).Apple,ontheotherhand,has
avoidedthesekindsofpracticesfromitsearlydays(Graham,2018).

FBI’spositionisnottobedismissedeither.Ithadlegitimateconcernsovernationalsecurity
thatneededtobedealtwith.Accesstotheterrorist’sphoneiscrucialforpreventingfutureattacks.
However,ApplehadalreadyprovidedtheBureauwithallthehelptheyneeded.Infact,asstatedin
theirofficialstatement,thecompanyprovideslawenforcementagencieswithadedicatedteamof
engineers24/7tohelpthemsolvetheseproblems.Recallingthebasicfoundationsofinstitutional
trust-goodwillandcompetence,wecanseewhyApplehasgarneredsuchahighdegreeoftrustand
loyaltyamongitsusers.Firstly,thecompanyhasaccumulatedgoodwillovertheyearsbykeepingthe
needsofitscustomersaboveeverythingelse.Secondly,ithastimeandagainshowedcompetencein
deliveringsomeofthemostinnovativeproductsofourtime.AsTimCookhighlightedinhisopen
lettertotheFBI“Thisisandalwayshasbeenaboutourcustomers.Wefeelstronglythatifwewere
todowhatthegovernmenthasaskedofus—tocreateabackdoortoourproducts—notonlyisit
unlawful,butitputsthevastmajorityofgoodandlaw-abidingcitizens,whorelyoniPhonetoprotect
theirmostpersonalandimportantdata,atrisk.”

FINdINGS

Overthecourseofthisstudy,twomainfindingshaveemergedthatareofparamountimportance.
Firsthastodowiththereal-worldmanagerialandpracticalimplicationsoftrustwhiletheotherhas
todowithinstitutionalandindividualinterdependencies.

Real-world Implications
Applehasreceivedwidespreadcriticismforitslackofinnovation(Petro,2019).However,dueto
sustainedloyaltyfromitscustomers,theyhaveremainedcompetitivewhenitcomestoactualsales
(Mickle,2019).Thecompanyhasbeenabletodothisbecausetheyhavemaintainedthetrustofits
customersbyfightingtoprotectuserprivacy(Cook,2019).Regardless,theSanBernardinocaseis
nottheonlyinstancewhereothercompaniesandinstitutionscanlearnfromApplewhenitcomes
tobuildingandfosteringtrust.Toillustrate,wecanlookathowAppleCEOTimCookhashandled
hisrelationshipwiththeTrumpAdministration.AsillustratedbyJeakle(2019),whileseveraltech
leaderslikeAmazonCEOJeffBezoshavevoicedtheirdisdainforDonaldTrump,TimCookhas
managedtobuildathrivingandfruitfulrelationshipwiththe45thPresidentoftheUS.Cookhimself
ispersonallyopposedtoseveralpoliciesoftheTrumpAdministration.Nevertheless,hehasmanaged
toputasidehispersonalbeliefsandestablishafriendlyandharmoniousrelationshipwithTrump.It
hastranslatedtoreal-worldbenefitsforthecompany.Thetax-billintroducedbytheadministration
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in2017,helpedApplesave$43billion.AmidstaheatedtariffwarbetweenChinaandtheUS,while
othercompanieshavebeensweating,Appleinvestorshavefaredmuchbetter,beingawareofthespecial
relationshipTimCookenjoyswithTrump,thatmightprotectApplefromthebruntofatariffwar.

Ontheotherhand,Facebookpaidafivebilliondollarfineforitsprivacyviolations.Moreover,
evenyearsafteritsCambridgeAnalyticascandal,thecompanyhasfailedtoregainthetrustofthe
public(Nuñez,2019).

Hence,thefirstmainfindingofourstudy- For institutions, building and fostering trust translates 
into real-world benefits, while undermining and misusing the same leads to long-term and possibly 
even irreparable damage to an institution.

Institutional and Individual Interdependencies
Wehavelookedatcasesofprivateenterpriseinrelationtotrust.Tohighlightthisfinding,wewill
brieflylookintoasituationwherethegovernmentofanationtookthepublic’strustforgranted.As
explainedbyVictor(2019),protestseruptedagainsttheChinesegovernmentinHongKong,where
peoplefoughtbackagainstanextraditionbillthatwouldgiveChinatheabilitytoextraditepeople
fromHongKong.Thenation’shistoryofquashingindividualfreedomhasledtoafearoflosing
rightsaswellasaconcernforlosingthehighautonomythatHongKongenjoys.Thiswasacase
whereaseverelackoftrustinthegovernmentledtoastateofunprecedenteddefiance.Whilepapers
likethatofKong(2012)talkaboutinstitutionaltrustinagovernment,thereareveryfewstudiesthat
havedelvedintothereal-worldinteractionsbetweeninstitutionsandindividuals.

Thisleadstothesecondfindingofthestudy- Despite being a central theme in our society, there 
is a severe lack of research on the subject of institutional and individual interdependency in relation 
to trust. Research on the matter could be of significant importance in helping us understand global 
politics and controversial business decisions.

Comparativestudiesthatlookintothevariousaspectsoftrustbetween:

• Thegovernmentofacountryanditscitizens;
• Governmentsoftwoormoredifferentcountries;
• Privateenterpriseanditsstakeholders(customers,investors,governmentetc.);
• Otherinstitutionsdomesticorinternational,canbeofimmensehelptopolicymakersandbusiness

peoplearoundtheworld.

direction for Future Research
Duringourreviewofliterature,itwasdiscoveredthateventhoughtherewasalotofresearchon
interpersonaltrust(Gill,Boies,Finegan&McNally,2005;Uslaner,2008;Smith,2010;Uslaner,
2002); therewaslimitedresearchontherelevanceof trust inbusinesses,governmentsandother
institutionalbodies.Whatwasespeciallylackingwasacomparativestudyacrossinstitutionsoutlining
howtrustdiffersbetweensimilartypeofinstitutionslikethegovernmentsofdifferentnationsorhow
itisdifferentacrossdifferenttypesofinstitutionslikeabusinessandagovernment.Comparative
studieslikethesecouldhelpusunderstandwhatfactorsaffecttrustininstitutionsandwhypeople
mighthavefaithinoneinstitutionbutnotanother.Furtherresearch,especiallyonalargerscalewith
abiggerandvariedsamplesizecouldsignificantlyhelpinuncoveringsomekeyinsightsrelevantto
thefieldsofpsychology,economics,business,politicsandmore.

CoNCLUSIoN

Fromeverythingthathasbeencoveredinthispaper,itisevidenthowimportanttheroleoftrustis
inoursociety,especiallyinourinstitutions.Theentireglobaleconomyisabletofunctionbecause
individuals and institutions maintain faith in one another (Kong, 2012; Stern & Putnam, 1993;
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Dinsen,2012).Wehavewitnessedtimeandagain,whathappenswhenthistrustishandledpoorly,
especiallyinaninstitutionalsetting.Anabsenceoftrust,eitherduetoabreachorsimplybecause
ofitsnon-existenceinthefirstplace,leadstohighsocialandeconomiccosts.Inourstudy,wehave
seenwhyApplepushedsohardtokeepitsstanceandhowthetechcommunitycameforwardinits
supportbecausetheybelievedthatwhatAppledid,wastoprotectpeople’sprivacyandpreventthe
governmentfromsettingadangerousprecedent.Incomparison,wehavealsoseenhowFacebook
wasslammedforitsbreachoftrustforleakingprivatedataofitsusers.Hence,itisvitaltohandle
trustproperlybecause,intheeventofabuseorabreachoftrust,thepartiesinvolved,areaffectedto
theirverycoreduetotheemotionalnatureoftrustandrecoverycanbedifficult.
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