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Trust is a Must-Have Experience

As business returns to business-as-Unusual, consumer fear is pervasive and safety is paramount. A recent New York Times
suggested pandemic endings “are very, very messy.” Who gets to say when it ends? The answer is complex and far beyond

the reach of this white paper. What we do know with certainty is that trust will be a must-have experience.

Not surprisingly, the confidence gap between business leaders and employees is pretty wide. While two-thrids of leaders say they’re
confident they can provide a safe working environment more than half (51%) of employees surveyed by PwC in early May said the fear of
getting sick at work would prevent them from returning to the workplace. In their consumer sentiment survey, only 12% of customers said

they would immediately shop in stores once they reopened.
What would make these people feel more comfortable?

Consumer facing companies (and that includes education and healthcare) were dealing with shifting preferences and behaviors long before
the current crisis. To reopen at scale, transparency will matter more than ever, as will trust in general— far more than the relentless pre-

crisis quest for customer experience.

The pandemic transformed trust from a consumer sentiment to a strategic imperative. It will define which companies recover quickly and

thrive while it systemically breaks and destroy the others.

In this white paper we first define trust, highlight its importance, and then offer a solution to assess trust and subsequently deliver

recommendations on how to build and rebuild it. We look forward to continuing this conversation with you and receiving your feedback.

Ira S Wolfe Chuck W. Coker



https://www.successperformancesolutions.com/why-the-post-pandemic-world-will-be-business-as-unusual/
https://app.designrr.io/projectHtml/474478?token=a0dc11583f425876a30a85a01055df72&embed_fonts=
https://www.pwc.com/us/en/library/covid-19/pwc-covid-19-cfo-pulse-survey.html
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"Saying you trust people is just words. To validate the trust, we have to act in a way that lives up to the words."

Doug Parker, CEO of American #irlines

Building Trust for the Future

It has been a year of unimaginable upheaval. A novel coronavirus abruptly injected exponential change into our everyday lives. It disrupted
our jobs, our businesses, our norms, and our traditions. Trust in our leaders and institutions imploded quickly. Without trust it’s difficult to

get things done.

It is easy and convenient to blame the pandemic for the distrust. But the coronavirus didn’t cause this trust crisis. It just made a bad

situation worse.

Released a few weeks before the WHO declared COVID-19 a pandemic, an overwhelming number of Edelman Trust Barometer respona'entsm
(80 percent) trusted scientists to successfully address challenges (which is a good thing during a pandemic) but only half trusted CEOs
and 42 percent trusted government leaders. Remember, that was before the crisis, before more than 33 wmillion people lost their jobs,
before unemployment rate hit high double digits, before government loan and benefits systems crashed, before social distancing, before...
the new normal arrived. Since the survey was taken, we have experienced depression-like unemployment, massive supply and food
shortages, and confusing, contradictory communication from leaders. It is no surprise then that The Conference Board Consumer Confidence

Index® experienced a 90-point drop in its Present Situation Index, the largest on record.”’

It’s time to embrace a new way of building trust, to build trust for the future. The pandemic crisis was a wake-up call for leaders

everywhere. It exposed a dangerous void just waiting to be filled. Someone will do it. Here is a plan for it to be you.
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You Can't Buy Trust

Building trust takes time. You must earn it. Even under normal circumstances, it is hard to trust someone immediately. In a digital and

virtual world, it’s even harder.

Most leaders understand that. They believe in the principles of trust. They appreciate the necessity of trust. They might even grasp the
mathematical relationship between trust and economic performance.m In a recent survey, SS percent of CEOs think the lack of trust is a

threat to their organization’s growthm‘ But most have done little to increase trust because they aren’t sure where to start.”

your ability to lead and ultimately determine if you will grow or stall your organization. But before we

can get you on the path to building trust, it is helpful if we all agree on what trust is.

‘ . ” In a few minutes we’re going to introduce you to the five dimensions of trust that can make or break

"Trust is like lubrication. It reduces friction and creates conditions much more conducive to performance."

Simon Sinek
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WHAT IS TRUST?

This is one of our favorite descriptions:

Trust is the positive expectation that another will not act opportunistically.”

There’s a lot packed into those eleven words. Let’s focus on four of them.

Positive expectation assumes familiarity with the other party. That takes time.
Acts opportunistically infers inherent risk. That requires vulnerability.

Building trust therefore requires others to take a risk on you. The more trust you build, the lower the risk the other person assumes. The

more secure they feel the stronger the trust.

Trust is therefore a reciprocal relationship. When you trust someone, you deem them trustworthy - reliable and dependable. If you trust too
soon or without merit, that’s not trust. It’s just gambling. When you trust you’re confident others will behave in a certain way and they
won’t frustrate, confuse, or disappoint you. You expect they will not take advantage of you. Building and earning trust consequently

demands that you can make others feel secure and feel less vulnerable. They must do the same for you to make trust work.

Without trust, relationships with others is just a game of chance. You win some, you lose some. That might work in a casino but rolling

the dice on your company culture, your workforce, and your customers typically leaves you empty-handed.
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IS Trust Worth It?

You can decide yourself.

“Culture eats strateqy for breakfast” is a famous guote from legendary management consultant and writer Peter Drucker. To be clear he

didn't mean that strategy was unimportant — rather that a powerful and empowering culture was a surer route to organisational success.”

Compared with people at low-trust companies, people at high-trust companies report: 74% less stress, 106% more energy at work, S0%

higher productivity, 13% fewer sick days, 76% more engagement, 29% more satisfaction with their lives, 40% less burnout.

Gallup goes as far as saying that a strong company culture is a competitive advantage. But a strong, consistent culture is not easy to
create even during the best of times. Now that “normal” died ", Building a strong culture is even harder to do with over 60% of
employees working remotelg.m That number may shrink a bit after businesses reopen but we’re never going back to the way it was. A
distributed workforce is here to stay. That means you now have a distributed company culture. Like toothpaste out of the tube, It will be
impossible to squeeze all those people back into a homogenous culture under one roof. Engaging, managing, and empowering your workforce

Just got a lot harder. Only 23% of V.S. employees strongly agree that they can apply their organization's values to their work every dag.[”]

You need a new plan. People want a work experience that is unigue and where they feel valued. Now that the social fabric for the vast

mayjority of workplaces has been shredded, company culture is being tested like never before. The new KPI metric for company culture will

be trust.

Now is the time to start building trust!
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Absence of Trust Matters Too

It’s been almost 20 years since Patrick Lencioni published “The Five Dysfunctions of a Team.” In it he maps out on a pyramid the five
most important pitfalls of a team. The foundation of a dysfunctional team is absence of trust. It’s a powerful image because without

trust, the pyramid crumples.

Lencioni makes the case that there are two requirements for organizational success. First, companies
must make smart decisions around key elements like strateqy, marketing, finance, and technology.
(Sounds similar to the quote a few paragraphs earlier from Peter Drucker, doesn’t it?) He goes on to
argue that organizations must be healthy as well. These elements include minimal politics, minimal

confusion, high morale, high productivity, and low turnover. These factors are all people issues, not

organizational directives. They form the elements of organizational integrity. Trust lays the foundation

A
A SIS . for this integrity and subsequently, a high functioning organization.

"Teamwork begins by building trust. And the only way to do that is to overcome our need for invulnerability.

Patrick Lencioni
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What does absence of Trust look like?

According to Lencioni:

e Conceal their weaknesses and mistakes from one another

Hesitate to ask for help or provide constructive feedback
* Hesitate to offer help outside their own areas of responsibility

o Jump to conclusions about the intentions and aptitudes of others without attempting to
clarify them

* Fail to recognize and tap into one another's skills and experiences
* Hold grudges

* Dread meetings and find reasons to avoid spending time together
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What does Trust on a team look like?

* Admit weaknesses and mistakes

o Aslk for help

* Accept guestions and input about their areas of responsibility

* Give one another the benefit of the doubt before arriving at a negative conclusion
* Take risks in offering feedback and assistance

* Appreciate and tap into one another's skills and experiences

* Focus time and energy on important issues, not politics

e Offer and accept apologies without hesitation

* Look forward to meetings and other opportunities to work as a group
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More Than Just Hearsay

Talking about building trust is one thing. It’s been studied since the beginning of humankind. Hundreds of thousands of words have been
written about the social, economic, and legal influences on trust. But until recently, there was no proof why two people might trust each

other.

That changed in 2001 when Paul 2ac and Stephen Knack derived a mathematical relationship between trust and economic performance.m
Then just three years later, 2ac, Kurzban and Matzner published the “Neurobiology of Trust.” They had identified a physiological response
triggered by a brain chemical called oxytocin. The higher the oxytocin, the less fear a person had when trusting a stranger. The overall
effect of oxytocin then promotes more trustworthiness. Over the next 10 years, this group found other strong connections such as that
high stress inhibits oxytocin and high oxytocin promotes empathy. This led to neuroscience showing a direct correlation between high-trust

cultures and performance.
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A Vaccine for Trust?

The biggest challenge we all face is: “how can we build trust and become more trustworthy?” It’s not simple. People are complicated!
There is no vaccine, silver bullet, or holy grail that builds trust. It’s also a reciprocal relationship. You can trust others but that doesn’t

always make them trustworthy. Fortunately there are behaviors that build, grow, and amplify trust.

To identify those behaviors Dr. Charles Coker and his team scoured the research, reviewed articles, white papers, and peer-reviewed
research. They then identified and validated the essential Elements of Trust: 3 skills and S constructs. To help others identify the
behaviors that might promote or inhibit trust and trustworthiness, they created a short guestionnaire (under 10 minutes) which delivers a

self-development report, now known as the Trust Questionnaire.

To determine one’s “trustworthiness score,” the skills and behaviors (listed on the following pages) are measured.

Take the Trust Profile (It's free for limited time!)
Click Here (https://bit.ly/trustprofile)
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TRUST SKILLS

C‘ Interpersonal Skills

‘ ‘D Interactions that occurs between two or more people; these include Transparency and Relatability.

Intrapersonal Skills
Q Interactions that occur within the individual that leads to consistency,

reliability, and Predictability.

Application Skills

The ability to apply interpersonal and intrapersonal skills that inspires confidence, makes others feel

O
a®

more secure and less vulnerable; these include Feasibility and Empowerment
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TRUST CONSTRUCTS (BEHAVIORS)

« Transparency (Do others Trust Your Word?)

). Transparency is characterized by an openness and accessibility of information that
concerns business and/or ministry practices.

2. Do you appear authentic and communicate with clarity, humility, and vulnerability?

« Relatability (Do others Trust Your Heart?)

). Relatability is characterized by other people “bonding” with you or sharing “common

ground” or interests.

2. Do you communicate or connect with others?

- Predictability (Do others Trust Your Actions?)

I. Predictability is characterized by your reliability, consistency and persistence.

2. Do you stay true to your values, protect others, and “walk the talk” every day?
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. Feasibility (Do others Trust Your Judgment?)

I. Feasibility is characterized by your ability to make timely, practical decisions.

2. Do you display competence and deliver good outcomes or promote dreams?

«- Empowerment (Do others Trust Themselves around you?)

). Empowerment is characterized by your ability to inspire other team member’s to increase

autonomy and self-determination?

2. Do you inspire others to feel confident, grow, and take risks?

Check Your Trustworthiness Here!

Click Here.
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DISCLAIMER: The purpose of this white paper is to provide insights in trust and trustworthiness for individuals and organizations. Before
implementation of any strategy, technigue, or took, careful consideration and adequate discussion must be given tot he norms and

conditions of the local community and company culture with special attention paid to federal, state, and local unemployment laws.
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