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Agenda - Trust

Building Trusted Relationships
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¢ What is trust
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{ | \ * Pearls of wisdom from Captain Jack Sparrow
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* How do you trust
* Four cores of trusted relationships
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¢ 13 key behaviors to building trust
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¢ Demonstrate trustworthiness

FOR THE LIFE OF YOUR BUSINESS

By Bob Lambert
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Definition of Trust Key Ingredient - Trust

We Know: Harvard Business Review

= Trust now trumps everything when it
comes to getting results.

Firm reliance on the integrity, ability, or charter
of a person or thing.

o
Ecanomy

Fact:

= Only 34 percent of Americans believe that
other people can be trusted.

— British sociologist David Halpern study 2006

Only...

= 22% trust the media

= 8% trust political parties

“You can have all of the facts and figures, all the supporting evidence, all the " 27% trust ﬂ.‘e g°"em".1e“t

endorsements that you want; but if you don’t command trust, you won’t get " 12% trust big companies

anywhere.” - Naill Fitzgerald (Former Chairman of Unilever) — Harris U.S. poll
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Family Owned & SMB’s have Trust Advantage

MSMALL- & MEDIUM-SIZED WPUBLICLY-TRADED MPRIVATELY-HELD WBIGBUSINESS M STATE-OWNED

Trust Stats for Companies

A Matter of Trust | The challenge companies f;

Low Approval It's Better
The percentage of surveyed Americans expressing a great deal of In Emerging Markets
confidence I busiiess Percentage of those surveyed
in the world's 10 largest
they trust
business to do what is right
Brazl
India 70%
- teay [T
o China 61%
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‘The Impact on Reputation Germany
When a company is trusted... When a company is distrusted... France [IIIIEEEY
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ofpecplewll | wil believe wilbelieve £ wil believe ux [IEER
believe positive negative .
information ©  information information :  information Bilcet Al
afterhearingit : after hearing it after hearingit ; after hearing it Note: Respondents were asked to rate
I2tmes | l2times 12 times 12times ho mich they trust businass to do what
s right,ona scalo of 110 igures
Sources: Harris Interactive; Edelman represent totals for respanses 6-9.

How Trust Has Eroded

Since last year, do you have more or less trust in....

MORE MORE

LESS
SAME SAME LESS

Senior
Management

at U.S. companies

Consultant

HBR Advisory Council survey

How Trust Has Eroded

Since last year, do you have more or less trust in....

SAME

HBR Advisory Council survey

LESS

Colleagues |
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“I'm dishonest, and a dishonest man you can always trust to be dishonest... honestly. It’s the honest
ones you want to watch out for because you can never predict when they’re going to do something

incredibly stupid,” Captain Jack Sparrow, Pirates of the Caribbean.

9

How do you Trust?

What is the criteria you use to trust?
What are the degrees of trust to you?
Who are you most likely to trust?

ould people trust you?

What have you done to earn someone’s trust?

“Self-trust is the first secret of success... the essence of heroism.” Ralph Waldo Emerson

The 4 Cores of Trusted Relationships

N/

1. Integrity «_

13 Key Behaviors of Building Trust

1. Talk Straight 8. Confront Reality

2. Demonstrate Respect 9. Clarify Expectations
3. Create Transparency 10.Practice

4. Right Wrongs Accountability

5. Show Loyalty 11.Listen First

6. Deliver Results 12.Keep Commitments
7. Get Better 13.Extend Trust

“The moment there is suspicion about a person’s motives, everything he
does becomes tainted.” - Mahtma Ghandi
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Trusted Behavior Action Plan

Behavior

+ S - |

Current Performance

Opposite/Counterfeit

Talk Straight

Lie, spin,tel haif-ruths, double-tal,

Demonsirate

Create Transparency

Respect T

Dot care o don'tshow you care
show disespect or show respect
onlyto hose who can do someting
foryou

Withhold nformation; keep secrets
create lusions,pretend

Right Wrongs

Show Loyaly

ZImMAH0>2>IT0

Don'tadit orrepair mistekes;
oover up mistakes.

Sel others out;take the credit
yourself, sweet.tak people o thei
faces and bad mouth them behind
their backs

Deliver Resuls

Fal lo delver, delver on actuites
not results

Get Botter

Deteriorate; don't invest in
improvement, force every problem
into your one solution.

Confront Reality

Bury your head In the sand; focus
on busywork while skitng the real
issues

Clarify Expectations

Assume expectations or dorit
dsciose them,

mozm-amuvzoo

Praciice Accountabilty

Listen First

Keep Commitments

I 40mw

shifng expectations

Don't take resporsiity: It notmy
faul” don'thold others
accountable

Dot lsten; speak s, isten st
pretend listen:isten without
understanding

Break commitments, violale
promises; make vague and elusive
commitments or don't make any
commitments

Extend Trust

Withhold tust, fake trustand then

snoopenvse )
without authoriy 1

Behaviors of Low Trust Organizations

People manipulate or
distort facts

Getting the credit is very
important

People spin the truth to
their advantage

New ideas are openly
resisted and stifled
Mistakes are covered up or
covered over

Most people are involved in
a blame game

8. People overpromise and

under deliver

9. Alot of violated

expectations, which people
make excuses

10. People pretend bad things

aren’t happening or are in
denial

11. The energy level is low
12. People often feel

unproductive tension—
sometimes even fear

Behaviors of High Trust Organizations

Information is shared
openly

Mistakes tolerated and
encouraged as way of
learning

The culture is innovative &
creative

People talk straight &
confront real issues
There is real
communication &
collaboration

[}

~N

8.

©o

10.

People share credit
abundantly

Transparency is a practiced
value

People are candid and
authentic

There is a high degree of
accountability

There is vitality and energy
people can feel the positive
momentum
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Demonstrate Trustworthiness

/ Networking \ Off/on line

Demonstrate Trustworthiness

Professional

Alliances Leverage

Networking Off/on line

Demonstrate Trustworthiness

Trust

Referral

Professional
Alliances

/ Networking

Leverage

Off/on line

Trust Pyramid

Professional

Alliances Leverage

Networking Off/on line
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Building Trusted Relationship Summary

Show that your interests
are the same

Demonstrate concern for
others

Deliver on your promises

Be consistent and honest
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Communicate frequently,
clearly and openly

Key Concept TRUST is a MUST

“You can’t fool all the people all the time” — Abe Lincoln

Summary
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Learned
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Samurai Offerings

SAMURAT
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BUSINESS
GROUP LLC:
WORKSHOPS!

Coaching/Consulting
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Thank you

Samurai Business Group LLC
150 N. Michigan Ave
Suite 2800
Chicago, IL 60601

www.samuraibizgrp.com

Bob Lambcrt
r.lambert@samuraibizgrp.com
(847) 922-1498

© Copyright Samurai Business Group LLC®

Disclaimer

Bob Lambert is a Founding Partner of Samurai Business Group LLC”,
a business development consulting and training company
specializing in sales and sales management. The company provides
programs in prospect generation, consultative selling, sales process,
inside sales, customer service, sales management, sales
organization, sales coaching, and identifying and hiring producers.
He is a contributing author to “Put the WIN Back in Your SALES” and
“Buyer Process Management”. He can be reached at 847-922-1498
or r.lambert@samuraibizgrp.com or visit www.samuraibizgrp.com.
Permission is granted to reprint any article, white paper, or blog
entry from our websites; in print or electronically; as long as the
paragraph above is included and contact information is provided to
r.lambert@samuraibizgrp.com. Thank you.




