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Abstract  

The purpose of this paper aims to clarify the relationship between servant leadership and organizational trust, and tries to 
demonstrate the mediator role of leader trust and organizational communication in this relationship. The study sample included 258 
employees of Guilan province Tax Administration and for sampling we used cluster method. Previous studies have also focused on 
the positive impact of servant leadership in organizational trust and in this article the results show that there is a significant 
relationship between servant leadership, organizational trust, leader trust and organizational communication. 
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I. Introduction	
  

The importance of trust in social, 
economic, and political organization is considered 
significantly. In studies, organizational trust known 
as a fundamental factor and the researchers believe 
that the organizations should creation trust in their 
employees [3]. Therefore, the leader's behavior is 
thus more important than that anyone else in 
determining the level of trust that exists whitin a 
group or organization [2].  

Trust between management and employees 
will have a large impact on the quality of public 
management. Thus, the shortage of trust in public 
organization is one the main factors lead to 
uninventive and indifferent employees. It seems that 
the servant leadership is an appropriate solution to 
address this problem in the government agencies 
because trust is one of the indicators of servant 
leadership [7]. 

Necessity, importance, status and role of 
leadership in the organization are not secret to 
anyone. Leadership is a basic need in human society 
and organizations. Servant leadership is one of the 
leading figures in the angle of service delivery, 
growth, development and empowerment is given to 
the relationship between leader and followers [6]. 

Servant leadership theory is not a new 
issue [29]. Because has been implemented in almost 
all cultures for centuries [35]. Laub (1999) [17] 
believes the servant leader is a person that insisted 
on his followers benefits compare to personal 
benefit. In recent years the understandings of the 
servant leadership theory has increased [14]. Most 
of researchers indicate that servant leadership 
theory can be root of many researches about 
organizational management and leadership [22]. 

In fact, the servant leadership have been 
supported and implemented in some of the most 
successful American companies [30].  

When the model of Meyer et al. [23] was 
used for the communication between leaders and 
followers, it was suggested that trust is a function of 
the leader. Leaders create trust and maintain it 
through the leader's behavior [12]. 

Woolston (2001) [34] characterized 
maintain of cultural norms by leader lead to trust 
and leader trust depends on leader behavior. Trust 
grows when people see leaders will become their 
own honesty to loyalty of organization [16]. The 
lack of leader trust in work place can lead to 
dissatisfy of employees [24]. 

Schweiger and Denisi (1991) [31] found 
that communication between manager and 
employees through by telephone, weekly session 
and news can increase the level of trust in 
organization and high level of trust between 
manager and employee can improve job satisfaction 
in organizations. 

Therefore, due attention that trust is one of 
the main indicator of servant leadership and a main 
factor for influencing in manager and followers 
relations we can say that it is a key factor in inter 
personal communication. In this study we are going 
to introduce the servant leadership theory, 
organizational trust and their relationships with the 
mediating effect of the leader trust and 
organizational communication. 
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II. Literature	
  Review	
  and	
  
Hypotheses	
  

Servant leadership 

Servant leadership theory presented for the 
first time by Greenleaf [12]. Greenleaf in response 
to the question of who is a servant leader in the 
book, "The role of servant leader," writes one who 
is servant leader is servant first. Servant leadership 
begins with a natural feel. It means that a person 
who has the innate desire to serve [9]. This 
conscious choice can enthusiastic person to lead 
others. When people cash good services they will to 
be a good servant and with this process we will 
have a good society [1]. 

According to Greenleaf [11] the leader 
should first consider the needs of others. In 
addition, some other authors indicate that servant 
leadership theory is an authentic and modern theory 
in organizational leadership.  

Servant leadership is a subject that discuss 
about it in academic and general environment [9]. 
The definition of servant leadership is a leader who 
insisted on his followers benefits compare to 
personal benefit [26]. In Greenleaf's opinion 
organizations do not deliver good services to the 
communities. Therefore, he said that by servant 
leadership the leaders can serve. Servant leadership 
theory is based on Stewardship theory while 
traditional leadership theory is based on agency 
theory [21]. The final goal of Greenleaf is the 
creation of servant community. A society people 
can share its benefits and use its advantages. In his 
view for achieving to this society we should have 
the servant leaders in all organizations [9]. In fact, 
he imagined a society that serves to others is always 
the first choice [18]. Thus, the servant leadership 
model is not described the organization members 
who have less abilities compare to his manager, but 
also gives competence to employees such as 
managers of the organization. All members have 
equal dignity and all of them are active and 

participate in management decisions. Greenleaf 
believes that servant leadership is based on service 
philosophy and the servant leaderships prefer the 
empowerment, trust, cooperation, ethical use of 
power and serve to others rather than other things 
[19]. 

If we believe that the servant leadership is 
differing from other style therefore, we should 
introduced different dimensions for it [4]. After 
reading numerous articles and reviews, 10 features 
for servant leaders that are enumerated: 1. 
Listening, 2. Empathy, 3. Healing, 4. Awareness, 5. 
Persuasion, 6. Conceptualization, 7. Foresight, 8.  
Stewardship, 9. Commitment to the growth of  
people, 10. Building community [17]. 

Organizational  trust 

Several researches from different fields try 
to define the trust [8]. Cofta (2007) [6] pointed out 
that trust has 17 different meanings. Also, the 
definitions of trust between the various fields 
(psychology, sociology and economics) and the 
level of analysis (individual, organizational, and 
social) are different. Shaw [32] defines trust as the 
belief to achieve our dreams and expectations that 
are dependent on others. Charlton believes that 
employees trust their leaders, who want to fulfill job 
to do [31]. In that organization that trust is low, 
there is not discipline in works. Low level of trust 
makes remove the open communication and 
relations and leads to low quality decisions. In these 
organizations, employees avoid expressing their 
idea, because they fear that their plans face failure 
[10]. The trust not only effect on quality but also 
can affect on performance, efficiency and 
effectiveness. Reserachers indicate that 
organizational trust has direct communication with 
citizenship behavior, organizational performance 
and job satisfaction [27]. 

Leader  trust 

Honesty and integrity are essential factors 
a good leader, based on the history of leadership. 



 
 

 

 Servant Leadership And Organizational Trust: The Mediating Effect Of The Leader Trust And Organizational 
Communication 

Emerging Markets Journal | P a g e  | 72 

Volume 2 (2012)   |   ISSN 2158-8708 (online)   |   DOI 10.5195/emaj.2012.21   |   http://emaj.pitt.edu 

These values can cause the creation of people trust 
and organizational trust. Leaders who have honesty 
can inspiration trust to others [20].  Nyhan (2007) 
[26] defines trust as an extent of assurance of a 
person abilities from others view.  Joseph and 
Winston (2005) [15] says the servant leadership 
known as some unique behaviors that trust is one of 
them. The trust climate can establish a good 
organizational climate and facilitate the 
participation [26]. Bennis and Nanus (1999) [4] 
believes that the capacity to generate and maintain 
trust is a central element in leadership. 

 

Organizational Communications 

The concept of organizational 
communication tactics has been developed by 
Yamaguchi (2005), based in studies of influence 
tactics. Influence tactics are "the tactics used by 
people at work to influence their superiors, co-
workers, and subordinates [35]. Organizational 
communication is the transfer point between 
members. When exchange information and ideas 

occur that the purpose transferred from one person 
to another [5]. Communication between 
management and employees through a newsletter, 
telephone, and weekly meetings can reduces 
uncertainty and will increase job satisfaction, 
commitment and reliability and honesty increases 
[10]. 

Development of Hypotheses  

For this study at first we evaluated the 
literature and then selected the servant leadership 
and its dimensions as independent variable and 
organizational trust as the dependent variable. 
Leader trust and organizational communication 
have mediate role. Conceptual model of research 
based on various theoretical studies shows in Figure 
1 and indicated the relationship between servant 
leadership and its dimensions with organizational 
trust due attention to leader trust and organizational 
communication. According to this model, the 
hypotheses are developed. 

Based on a conceptual model the research 
hypotheses are as follows: 
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H1: There is a significant relationship 
between servant leadership and organizational trust. 

H2: There is a significant relationship 
between servant leadership and organizational trust 
due attention to leader trust. 

H3: There is a significant relationship 
between servant leadership and organizational trust 
due attention to organizational communication. 

III. Methodology	
  

Research Method 

This study is descriptive and we survey the 
real attitudes and behavior of employees and 
managers in the workplace. Variables don't control 
and manipulate and for implementation of research 
do not create the artificial environment. For data 
collection we used different methods and to 
investigate relationship between variables field 
studies method is applied. Therefore, this study is a 
survey research and applicable.  

Sample and Data Collection 

The statistical populations of this study are 
the employees of Tax Affairs in Guilan Province. 
Sample study based on limited population formula 
was 258. Data collection tools in this research are 
four separate questionnaires for assessing servant 

leadership capital and organizational trust due 
attention to leader trust and organizational 
communication.  

Measures  

Servant leadership questionnaire design 
based on Dennis (2004) [7] and Leiden et al. (2005) 
[20] ideas and includes 36 questions and for the 
indigenous construction of the questionnaire's and 
for measure its validity we used factor analysis and 
8 questions was removed and the number of 
questions was reduced to 28 questions. 
Organizational trust and leader trust questionnaires 
includes the 12 questions that 8 question was for 
organizational trust and 4 questions was for leader 
trust design by Nyhan and Marlowe (1997) [26]. 
Organizational communication questionnaire design 
based on Schweiger and Denisi (1991) [31] ideas 
and includes 5 questions.  

To test the questionnaires reliability we 
used Cronbach's α scores for each variable as shown 
in Table 4. If the calculated alpha is greater than 70 
percent, indicating high credit questions and 
questionnaires are reliable. In this research the 
reliability scores were high. Also, for measure the 
validity of questionnaires researchers used the idea 
of ten experts that were selected among the faculty 
of the University (an expert in the field of research) 
and executives' managers.
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Test of hypotheses 

1. Relationship between the servant 
leadership and organizational trust  

Based on the above relation, the first 
hypothesis was given test by Pearson correlation 
due attention to table 2. 

First hypothesis: there is a significant 
relationship between the servant leadership and 
organizational trust in the Tax Affairs of Guilan. 

The results of statistical tests of this 
hypothesis indicate that in a significant percentage 
"there is a significant relationship between the 
servant leadership and organizational trust in the 
Tax Affairs of Guilan ". The intensity of relation 
between these two variables is 0.593 and this 
represents a direct link between them.  Therefore, 
this hypothesis is generally confirmed with the %99 
confidence level in the Tax Affairs of Guilan. 

 

 

Table 2. Test of hypothesis 
  Organizational Trust Servant Leadership 

Pearson Correlation 1 .593** 
Sig. (2-tailed)  .000 

 
Organizational Trust 

N 258 258 
Pearson Correlation .593** 1 

Sig. (2-tailed) .000  

 
Servant Leadership 

N 258 258 
 

2. Relationship between the servant 
leadership and organizational trust due attention to 
leader trust 

Based on the above relation, the second 
hypothesis was given test by Pearson correlation 
due attention to table 3. 

Second hypothesis: there is a significant 
relationship between the servant leadership and 
organizational trust due attention to leader trust in 
the Tax Affairs of Guilan. 

The results of statistical tests of this 
hypothesis indicate that in a significant percentage 

"there is a significant relationship between servant 
leadership and organizational trust due attention to 
leader trust in the Tax Affairs of Guilan". The 
intensity of relation between these variables is 0.631 
and this represents a direct link between them and 
shows that with entire the mediate variable (leader 
trust) in relationship between servant leadership and 
organizational trust the intensity of relations 
increase 3.8 percent. Therefore, this hypothesis is 
generally confirmed with the %99 confidence level 
in the Tax Affairs of Guilan.

Table 3. Test of second hypothesis 
     Change Statistics 

Model R R. S. Adjusted 
R. S. 

S. E. R. S. 
Change 

F 
Change 

df1 df2 Sig. F 
Change 

1 .631 .398 .397 2.53688 .398 84.443 2 255 .000 
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3. Relationship between the servant 
leadership and organizational trust due attention to 
organizational communication 

Based on the above relation, the third 
hypothesis was given test by Pearson correlation 
due attention to table 4. 

Third hypothesis: there is a significant 
relationship between the servant leadership and 
organizational trust due attention to organizational 
communication in the Tax Affairs of Guilan. 

The results of statistical tests of this 
hypothesis indicate that in a significant percentage 

"there is a significant relationship between servant 
leadership and organizational trust due attention to 
organizational communication in the Tax Affairs of 
Guilan". The intensity of relation between these 
variables is 0.643 and this represents a direct link 
between them and shows that with entire the 
mediate variable (organizational communication) in 
relationship between servant leadership and 
organizational trust the intensity of relations 
increase 5 percent. Therefore, this hypothesis is 
generally confirmed with the %99 confidence level 
in the Tax Affairs of Guilan.

 

Table 4. Test of third hypothesis 
     Change Statistics 

Model R R. S. Adjusted 
R. S. 

S. E. R. S. 
Change 

F 
Change 

df1 df2 Sig. F 
Change 

1 .643 .413 .409 2.50542 .413 89.800 2 255 .000 

IV. Conclusion	
  

Most of the leading theorists and 
researchers introduced servant leadership theory as 
a valid model for the modern organization. 
However, this leadership style is not yet supported 
by empirical research [9]. But the concept of 
servant leadership has this potential that can change 
organizations and communities. Because, servant 
leadership can design organizational and personal 
change. In this method, all members of the 
organization have same rights, similar information, 
and same vision and the leadership role is 
facilitating the formation of the group in 
organization. This leadership style can help 
organization in today's world because it has various 
concepts and has ability to strengthen the sympathy 
in the organization. 

 Trust is one of the concepts that will affect 
on relationship between leader and follower. 
Leaders who are trusted by their followers can 
easily make sense of commitment and responsibility 
in their followers. Trust to leaders can affect on 
many results of organizations and based on many 
research trust in one of the main dimension of 
servant leadership. So the servant leadership style 
can be a good mechanism for building trust in the 
organization [17], [26], [30]. 

This research shows that there is as 
relationship between servant leadership and 
organizational trust and with entire the leader trust 
and organizational communication as moderator the 
intensity of this relationship was increased. This 
finding is related to previous studies provide 
evidence of relationship between servant leadership 
and organizational trust due attention to leader trust 
[15] and organizational communication.
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