


Today’s Learning Objectives
By the end of this workshop, you will be able to…

1. Articulate the benefits of building trust-based partnerships

2. Explain the four elements of the Trust Equation

3. Define the role of a Trusted Advisor

4. Complete the self-diagnostic Trust Profile

5. Identify and practice the five skills of the Trusted Advisor

6. What else?

1



Exercise: Who Do You Trust?

1. Individually…
a. Write down 3 qualities of someone you trust 

2. With your neighbour / small group…
a. Discuss your observations

b. Identify 2 to 3 themes that answer the question:

What makes you trust someone?
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What if someone is less trustworthy?

With your neighbour…

• Think about someone you consider less trustworthy

• Briefly share: How you behave differently?
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Trustworthiness: what’s in it for you?

List all the benefits of being trustworthy

• Think about colleagues, customers, business partners, etc.

• Write down your ideas

• Large group de-brief
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1. Are willing to listen and seek your advice 
2. Share information that helps you help them
3. Refer you to others
4. Expedite, fast-track and move things quickly 
5. Forgive you the occasional mistake 
6. Warn you of dangers to avoid
7. Involve you early on
8. Allow you to be comfortable
9. Treat you fairly and with respect
10. Lower the level of stress in your interactions

Ten Benefits of Trustworthiness 5



1. Challenge your ideas indiscriminately 

2. Seek out other suppliers / Use multiple vendors 

3. Second-guess your advice

4. Rely solely on narrowly-defined RFPs/RFQs 

5. Challenge you on pricing

6. Double-check things you do or say

7. Force you to adhere to rigid processes where unjustified

The more they trust you, the less they will…



Definition of a Trusted Advisor

First on your own, and then with your table group, 
complete the following sentence: 

A trusted advisor is someone who…
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A trusted advisor is…



Progression to Trusted Advisor
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1. Focus on the other person… with their best interest in mind, 
not just as a means to an end.

2. Adopt a collaborative approach, based on reciprocity and 
shared goals. 

3. View relationships from a long-term perspective.

4. Practice transparency… because it simplifies and clarifies. 

Four Key Trusted Advisor Principles 9



How Do You Build 
and Maintain 

Trust?



The Trust Equation

T
Trustworthiness
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Behaviours to Improve Credibility

1. Look for what’s different, not the familiar

2. Learn more about the customer that you serve

3. Ask questions that require the client to really think

4. Say “I don’t know” when you don’t know

C
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Behaviours to Improve Reliability

1. Make small promises and follow through

2. Be extremely well-prepared

3. Be a bit early, always

4. Responsiveness = trustworthiness

R
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Behaviours to Improve Intimacy

1. Make people feel comfortable

2. Go first – take an interpersonal risk

3. Ask about feelings and share your own

4. Be relentlessly discreet and honor confidentiality

I
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Behaviours to Lower Self-Orientation

1. Focus on the other person, not yourself

2. Don’t jump to problem-solving

3. Earn the right to be right

4. Discover and share your “Why”

SO
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• Database of 90,000+ responses
• Your ratings for the four measures of the TQ
• Your strengths (and how to leverage)
• Your area of opportunity (and what you can do about it)
• The six trust “temperaments” a.k.a. preferences

Your Trust Profile 15



Overall vs. Today (High Scores)

High Overall Today’s Group

Credibility 23%

Reliability 41%

Intimacy 18%

Self-Orientation (↓) 18%



1. EXPERT: High Credibility & High Reliability

2. STEWARD: High Reliability, Low Self-Orientation

3. DOER: High Reliability, High Intimacy

4. CATALYST:  High Credibility, High Intimacy

5. CONNECTOR:  High Intimacy, Low Self-Orientation

6. PROFESSOR:  High Credibility, Low Self-Orientation

The Six Trust-Building “Temperaments”



The Six Trust-Building Temperaments

TEMPERAMENT STRENGTHS

EXPERT (38%) Credibility, Reliability

STEWARD (21%) Reliability, Low Self-Orientation (SO)

DOER (17%) Reliability, Intimacy

CONNECTOR (8%) Intimacy, Low SO

CATALYST (9%) Credibility, Intimacy

PROFESSOR (7%) Credibility, Low SO



Temperament: EXPERT (C+R)

Build trust primarily through: 
Credibility + Reliability 

• People trust your expertise and follow-through
• You are perceived as reliable, informed, up to date and proactive
• You’re great at… solving hard problems
• You care about… what others think of your work

“Lead, follow or get out of the way.”
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Build trust primarily through: 
Reliability + Intimacy 

• People count on you for follow-through; your word is your bond
• You are dependable, optimistic, friendly and a good listener
• You care about… Getting things done, often with help of others
• You’re great at… meeting deadlines and adhering to budgets

DOER (R+I)

“Let’s roll up our sleeves together and get it done.”
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Build trust primarily through: 
Reliability + Low Self-Orientation 

• You keep your customer’s and partner’s interests top of mind
• You demonstrate a strong willingness to serve
• You care about… fulfilling the mission
• You’re great at… not letting ego interfere with your work

STEWARD (R+SO)

#ServantLeadership
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Build trust primarily through: 
Intimacy + Low Self-Orientation

• You have a wide network: approachable and very personable
• People often disclose sensitive information to you
• You care about… other people!
• You’re great at… empowering others

CONNECTOR (I+SO)

#TogetherIsBetter
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Build trust primarily through: 
Credibility + Intimacy 

• You provoke ideas and build action plans
• You aim to build consensus during decision-making 
• You care about… big issues, framing problems, and insights 
• You’re great at… brainstorming and coming up with new ideas

CATALYST (C+I)

“Stories, not spreadsheets.”
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PROFESSOR (C+SO)

Build trust primarily through: 
Credibility + Low Self-Orientation 

• You listen intently and produce key insights
• You tend to know the business inside out 
• You care about… sharing ideas with others
• You’re great at… acquiring knowledge and enlightening others

“Curiosity has its own reason for existing.”
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Trust Temperaments Distribution

Temperament Frequency Today’s Group

Expert (CR) 38%

Doer (RI) 17%

Steward (RS) 21%

Connector (IS) 8%

Catalyst (CI) 9%

Professor (CS) 7%
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Average Score

6.2

Average – Today’s Group

How does your group compare?

?
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Five Skills of the Trusted Advisor

LISTEN PARTNER

RISK IMPROVISE

KNOW 
YOURSELF
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Reciprocity
The obligation to give back to those 
who have given (to us OR others).

-- Dr. Robert Cialdini



RULE IN ALL 
CULTURES



When people come to us with a challenge or 
a problem, the most helpful thing we can do 
for them as a leader is to:

A. Provide some options
B. Fix it
C. Offer our advice
D. Tell them “It will be OK.”
E. All of the above
F. None of the above



“MOST PEOPLE DO NOT LISTEN WITH 
THE INTENT TO UNDERSTAND; THEY 

LISTEN WITH THE INTENT 
TO REPLY.”

STEPHEN COVEY



1. What did you learn today?

2. How can you apply it?

TWO QUESTIONS





BE THE 
LEADER
YOU WISH 
YOU HAD.



HEATH 
SLAWNER


