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Four Big Ideas:

• The Definition and Cost of Trust
• Self Trust 
• Relationship Trust 
• Organizational Trust
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AGENDA



What’s in it for you?
• The Case For Trust- Your Own
• Self Trust- Credibility
• Relationship Trust- Behavior 
• Organizational Trust- Alignment

• Market Trust- Reputation
• Societal Trust- Contribution
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OUTCOMES

Foundational to the 
organization

Targeted towards Leadership



The ability to create trust is the single
most critical competency needed today-

and creating it is a learnable skill.
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THE PREMISE



Given the organization in which you are (or will be):

• How do YOU define trust?

• Why is trust important to meeting your challenges?
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WHAT IS TRUST



Trust is the confidence born of the 
character and the competence
of a person or organization.  The 

opposite of trust is suspicion.
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ONE DEFINITION OF TRUST*

* From Speed of Trust Foundations version 3.0, Franklin Covey Inc. 



Program Office A
Organizational Culture:
• Manipulate, distort, and spin the truth
• Withhold and hoard information
• Take credit, even if it is not due
• Operate from hidden agendas
• Blame and bad-mouth others
• Overpromise and under deliver
• Make excuses and violate 

expectations
• Skirt the real issues

8

WHO WILL YOU WORK BETTER FOR?
Program Office B

Organizational Culture:
• Share information
• Focus on results and accountability
• Show loyalty to the absent
• Talk straight and confront real issues
• Collaborate, communicate, and show 

respect
• Share credit abundantly
• Don’t hold “after” meetings
• Practice transparency and authenticity

OR



Taking Stock/Keeping Score
• Time spent on real work?
• Meetings?
• Turnover?
• Employee engagement?
• Collaboration? 
• Innovation?
• Customer experience?
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RESULTS IN THE ORGANIZATION

Low                              Avg High
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WHAT DID THIS EXERCISE TELL YOU?

“All organizations are perfectly aligned to get 
the _______they get.”  

ARTHUR W. JONES, Organizational Design Expert
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“All organizations are perfectly aligned to get 
the ____________they get.”  

STEPHEN M.R. COVEY

results

level of trust
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TRUST TAXES AND DIVIDENDS:
Taxes Slow Down Your Success 

Dividends Speed Up Your Success 



TRUST TAXES
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• Redundancy
• Bureaucracy
• Politics
• Disengagement
• Turnover
• Customer churn
• Fraud

• Increased Stakeholder Value
• Accelerated growth
• Enhanced innovation
• Improved collaboration
• Stronger partnering
• Better execution
• Heightened Loyalty

TRUST DIVIDENDS
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SELF TRUST
The Principle of Credibility
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“Leadership may have to come in a different 
package.    It’s got to be credible…Overall, it’s 
about credibility, walking the talk.”

Anne Mulcahy
Former CEO of Xerox

Do I trust myself?
Do I give others a person they can trust?



Four Cores of Credibility

1. Integrity-

2. Intent-

3. Capabilities-

4. Results-
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SELF TRUST

Are You Congruent?

What’s Your Agenda?

Are You Relevant?

What's Your Track Record?
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DISCUSSION

• Review each of the 4 Cores of Credibility with 
your group.

• How do character and competence affect your 
personal credibility?

• How do they impact your ability to behave in 
high-trust ways?
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Using your Trust Action Cards



The Principle of Behavior

“The only relationships on this world that have ever been worthwhile and 
enduing have been those in which one person could trust another.”

SAMUEL SMILES
British author and biographer
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“I have found that by trusting people until they 
prove themselves unworthy of that trust, a lot 

more happens.”

JAMES E. BURKE
Former CEO, Johnson & Johnson



13 Behaviors That Develop, Restore & Extend Trust
1. Talk Straight
2. Demonstrate Respect
3. Create Transparency
4. Right Wrongs
5. Show Loyalty

21

RELATIONSHIP TRUST

6. Deliver Results
7. Get Better
8. Confront Reality
9. Clarify Expectations
10. Practice Accountability
11. Listen First
12. Keep Commitments
13. Extend Trust

Counterfeit behavior is what defines a low-trust culture

Character- Based
Competence-Based



1. “Spinning” the Truth
2. Faking Respect
3. Hiding Information
4. Denying or Justifying Wrongs
5. Taking Credit Yourself
6. Delivering Activities, Not 

Results
7. Deteriorating
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RELATIONSHIP TRUST

8. Ignoring Reality
9. Being Vague & Non-Specific
10. Not Taking Responsibility 
11. Speaking First
12. Breaking Promises
13. Withholding Trust

Counterfeit behavior is what defines a low-trust culture

13 Counterfeit Behaviors That Damage Trust



DISCUSSION

• One of your team members has not followed through on an important 
commitment to another team.  That team leader has complained to you about 
it. You’ve called a meeting with your team member. 
(Use Counterfeit Behavior)

• Your boss has trouble trusting others, including you.  She constantly looks 
over you shoulder, gives unsolicited suggestions, and reverses a lot of your 
decisions.  You've finally worked up the courage to meet with her about it.  
(Use High Trust Behavior)

• A team member has approached you with a complaint.  He says that you give 
the best and most interesting assignments to a few select team members 
(your favorites) and don’t delegate any important assignments to him.       
(First use Counterfeit Behavior, then use High Trust Behavior.)
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Using your Trust Action Cards, decide what to do & say when; 



TRUST ACTION PLAN (TAP)
• Think of the ONE person either inside or outside your own 

organization with whom you need to build, extend or 
restore trust the most.

• Using  a TAP;
• Write a declaration of what you intend to do.  Describe the desired 

outcome. 

• Confront reality. Describe the current situation clearly, factually 
and objectively. 

• Identify key actions you’ll take & behaviors you’ll model to close 
the gap between the current situation and your desired outcome.  
Use your Trust Action Cards and the back of the TAP sheet as 
resources. 24



ORGANIZATIONAL TRUST

The Principle of Alignment

“Your competitors will copy your marketing, your product, your systems, your structure, your strategy, but they 
cannot duplicate the unique advantage of the trust, esprit de corps, and performance of your people.”

DR. S.R. COVEY
The 7 Habits of Highly Effective People

25

“Your competitors will copy your marketing, your 
product, your systems, your structure, your 

strategy, but they cannot duplicate the unique 
advantage of the trust, esprit de corps, and 

performance of your people.”

DR. S.R. COVEY
The 7 Habits of Highly Effective People



You can build trust in your organization through:
• The Four Cores of Credibility
• The 13 Behaviors of Relationship Trust
• Symbols of Trust

• Reinforce/create symbols of trust
• Eliminate symbols of distrust

• Systems and Processes of Trust
• One Example: The Trust Huddle

• Build a Trust/Accountability Action Plan
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ORGANIZATIONAL TRUST



We Talked About  Four Things:
• The Definition of Trust and the Cost of Trust
• Self Trust & Credibility
• Relationship Trust & Behavior
• Organizational Trust & Alignment

• If You Would Like to Learn More….
• Read the Book(s) Speed of Trust (Covey); Credibility (Kouzes & Posner)

• Schedule a Workshop; 
• Foundations of the Speed of Trust

• Leading at the Speed of Trust (includes Trust Quotient Assessment)
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CONCLUSION



WORKSHEETS & 
HAND OUTS
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Taking Stock/Keeping Score
• Time spent on real work?
• Meetings?
• Turnover?
• Employee engagement?
• Collaboration? 
• Innovation?
• Customer experience?
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RESULTS IN THE ORGANIZATION WORKSHEET

Low                              Avg High
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Four Cores of Credibility

1. Integrity-

2. Intent-

3. Capabilities-

4. Results-
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SELF TRUST

Are You Congruent?

What’s Your Agenda?

Are You Relevant?

What's Your Track Record?
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1. Talk Straight- Tell the truth and demonstrate integrity.
2. Demonstrate Respect- Show that you genuinely care, show 

kindness in small things.
3. Create Transparency- Be genuine, open, and authentic.  Don’t 

hide information.
4. Right Wrongs- Apologize & make restitution.  Do the right thing.
5. Show Loyalty- Give credit to others & be loyal to the absent.
6. Deliver Results- Accomplish what you are assigned to do.  Don’t 

make excuses.
7. Get Better- Learn and improve. Be thankful for feedback & act 

upon it.
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13 BEHAVIORS OF TRUST TIPS (PART 1)



8. Confront Reality- Meet issues head on; address the tough stuff 
directly.

9. Clarify Expectations- Reveal, discuss, and validate 
expectations.

10.Practice Accountability- Take responsibility for results; 
communicate how others are doing.

11.Listen First- Listen before you speak & don’t make assumptions.

12.Keep Commitments- State your intent & then do what you say 
you’ll do.  Don’t break confidences.

13.Extend Trust- Don’t withhold trust because risk is involved.
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13 BEHAVIORS OF TRUST TIPS (PART 2)



1. “Spinning” the Truth- Positioning, posturing, withholding 
information.

2. Faking Respect- Faking respect or concern, showing respect for  
some but not all.

3. Hiding Information- Hidden agendas, meanings or objectives.  
Creating illusions, hiding things or covering up.

4. Denying or Justifying Wrongs- Make Excuses. Rationalize.
5. Betraying Others- Take credit yourself. Being two-faced.
6. Delivering Activities, Not Results- Doing “busy work”, or faking 

work. Over promising and under delivering
7. Deteriorating- Rest on your laurels. Make improvements that don’t 

last. Talking a good game, but not doing it. 36

COUNTERFEIT BEHAVIORS (PART 1)



8. Ignoring Reality- Being in denial.  Pretending to confront reality while 
actually evading it.  Focusing on side issues.

9. Being Vague & Non-Specific- Leave expectations unclear & vague. 
Failing to pin down specifics.  “Ready, Shoot, Aim”

10.Not Taking Responsibility- Not “owning up” & taking responsibility.  
Constantly saying “It’s not my fault” Pointing fingers, blaming others.

11.Speaking First- Listening to respond. “Pretend” listening.
12.Breaking Promises- Being casual with commitments, not following 

through Being so afraid to commit, you don’t make any commitments.
13.Withholding Trust- Giving “False Trust”; Responsibility Without 

Authority Or “Fake Trust” Acting Like You Trust Them, Then 
Micromanaging. 37

COUNTERFEIT BEHAVIORS (PART 2)



• Who do you trust in general?

• Who would you trust to do your job at work while you’re on leave?

• Who would you trust with your PIN- your Personal Identification number?

• Who would you trust with your child or pet?

• Who would trust you?
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WHO DO YOU TRUST WORKSHEET



1. Make a list of Trust Taxes you could be experiencing in your team or organization.

2. Choose one Trust Tax and describe behaviors you see in your day-to-day work that indicate 
it is a tax.

3. How do these behaviors affect the speed and cost of your daily work, your major initiatives, 
your projects, etc.?
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TRUST TAXES ACTIVITY WORKSHEET
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