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Objectives

• Explore the Trust and Inspire Model
 Highlight the principles and benefits of transitioning to a trust-based culture in EMS 
organizations.
• Recognize the Importance of Cultural Change
 Explain the impact of leadership styles on employee well-being, patient care, and 
organizational success.
• Learn Strategies for Transitioning Leadership

Present actionable steps to shift from a hierarchical to an empowering leadership approach.

• Address Common Challenges
 Discuss potential obstacles during the transition and effective ways to overcome them.
• Encourage Active Engagement
 Foster a discussion on how EMS leaders can apply these concepts to their teams and 
organizations.



Command and Control Culture

Characteristics:
- Centralized decision-making
- Rigid hierarchy
- Focus on compliance

Limitations:
- Can stifle creativity and 
innovation
- May lead to burnout and low 
morale
- Creates barriers to 
communication



Trust and Inspire Culture

Characteristics:
- Decentralized decision-making
- Empowerment and accountability
- Emphasis on collaboration and 
growth

Benefits:
- Encourages innovation and 
adaptability
- Fosters trust and communication
- Improves employee engagement 
and patient outcomes



Why Change Matters
Employee Well-being: 
 Reduces burnout and 

increases job satisfaction.
Patient Care: 
 Promotes better decision-
 making and outcomes.
Organizational Growth: 
 Enhances retention and 

attracts talent.
Community Trust: 
 Builds stronger relationships 

with the public.



Steps to Shift Culture

Model Trust: Leaders must 
demonstrate trustworthiness.

Empower Teams: Decentralize 
decision-making authority.

Provide Resources: Support 
staff with training and tools.

Open Communication: Foster 
transparency and feedback.

Recognize Success: Celebrate 
teamwork and innovation.



Overcoming Challenges

Resistance to Change: 

Use education and examples of 
success.

Fear of Failure:

Create a safe environment for trial 
and error.

Legacy Systems: 

Gradually integrate new practices.

Maintaining Balance: Ensure 
accountability while empowering 
staff.



Case Study- Background

A large EMS and fire service organization operated under a command-and-
control model typical of many public safety organizations, emphasizing 
hierarchy, strict protocols, and centralized decision-making.

Challenges Identified:
1. Employee Burnout: High levels of stress and dissatisfaction were reported 

among personnel, linked to rigid leadership styles.
2. Communication Barriers: Field staff felt disconnected from leadership, 

leading to reduced morale and operational inefficiencies.
3. Lack of Innovation: Frontline staff had limited input in decision-making, 

stifling creativity and adaptability.



Case Study- Actions Taken:

Leadership Training:
– Senior leaders underwent training focused on emotional intelligence, trust-building, and empowering subordinates.
– The organization adopted principles from Stephen M.R. Covey’s Trust and Inspire leadership framework.

Empowering Teams:
– Decentralized decision-making for field operations allowed paramedics and EMTs to adapt protocols to on-scene realities when appropriate.
– Peer mentoring programs encouraged knowledge-sharing and mutual support among staff.

Open Communication:
– Leadership implemented regular town hall meetings where personnel could voice concerns and suggest improvements.
– Anonymous feedback channels were created to ensure everyone had a voice.

Recognition and Inclusion:
– Employee contributions were regularly celebrated through awards and acknowledgment programs.
– Frontline staff were involved in designing new policies and selecting equipment.

Focus on Well-Being:
– The department introduced wellness initiatives, including mental health resources and flexible scheduling to reduce burnout.



Case Study- Outcomes

Improved Morale:
– Surveys conducted one year after the changes showed a 25% increase in 

employee satisfaction scores.

Better Patient Care:
– Patient outcomes improved, with faster response times and fewer protocol 

deviations, as field teams felt trusted to make situational decisions.

Increased Retention:
– Employee turnover decreased by 18% within two years, with staff citing a greater 

sense of value and engagement.

Enhanced Innovation:
– The department successfully implemented new community paramedicine 

initiatives, which originated as grassroots ideas from field staff.



Key Takeaways

• Leadership 
transformation begins 
with modeling the 
behaviors they expect 
from others.

• Trust-based systems 
encourage innovation 
and improve overall 
effectiveness.

• Continuous feedback and 
collaboration with field 
personnel are essential 
for sustaining cultural 
change.

Outcomes:
1.Improved Morale:

1. Surveys conducted one year after the 
changes showed a 25% increase in 
employee satisfaction scores.

2.Better Patient Care:
1. Patient outcomes improved, with 

faster response times and fewer 
protocol deviations, as field teams felt 
trusted to make situational decisions.

3.Increased Retention:
1. Employee turnover decreased by 18% 

within two years, with staff citing a 
greater sense of value and 
engagement.

4.Enhanced Innovation:
1. The department successfully 

implemented new community 
paramedicine initiatives, which 
originated as grassroots ideas from 
field staff.

Key Takeaways:
•Leadership transformation begins with 
modeling the behaviors they expect from 
others.
•Trust-based systems encourage innovation 
and improve overall effectiveness.
•Continuous feedback and collaboration with 
field personnel are essential for sustaining 
cultural change.



Conclusion

• The transition from command and control to trust and inspire 
is a journey.

• It requires commitment, consistent effort, and a willingness to 
embrace change.

• The rewards include a resilient, engaged EMS workforce ready 
to provide outstanding care.
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