
265

Index

ABC (Always be Closing) mantra, 
125

Abramowitz, Ava J., 27
Accelerating trust

case study, 158
generally, 156–157
list of lists, 246–247
steps for creating trust quickly, 

157
time to establish, 156
ways to build trust ... fast, 

158–161
worksheet, 162

“Advisor” aspect, 15
Agan, Sarah, 172
“Amygdala hijack,” 62, 64
Apollo 13 space mission, 34
Attitudes. See Fundamental 

attitudes

Babcock, Loreen, 42
Barriers

communication, 144–145
internal staff functions  

and, 220
listening/paying attention, 

42–43
partnering, 52–54
to thinking strategically, 171
to trust, by function, 220

BATNA. See Best Alternative to 
a Negotiated Agreement 
(BATNA)

Benchmarking, 211–212
Best Alternative to a Negotiated 

Agreement (BATNA),  
186–187, 189

Blind spots
self-knowledge and, 79–80,  

81
strategy and, 169–170

Brand, trust-based, 88
Brodie, Ian, 28
Building trust by design, 12

Business development. See 
Marketing and business 
development

Business unit, trust-based, 205
Buyer psychology, 106

Caveats, power of, 74, 76
Celli, Gary, 140
CEOs, 80. See also Selling to the 

C-Suite
Change vs. trust initiatives, 210
“Checking in” call, value of, 10
Cialdini, Robert, 5
Client(s). See also New business/

existing clients; Transforming 
relationships gone bad

concerns of, 114
long-term orientation and, 26
marketing/business 

development, 87–89
Client politics

extremes, avoiding, 165–166
five-step model, 166–167
point of view, sharing your,  

167
transparency with, 91

Closing the deal
case study, 126
list of lists, 244
practices, stop closing/start 

helping, 127
reasons to not always be closing, 

125–126
worksheet, 128–129

Collaboration
assertiveness, cooperation and, 

54
negotiation and, 192
new business and, 89–90
online networking and, 99

Colvin, Geoff, 36
Communication. See also Reviving 

stalled relationships
barrier, acknowledging, 144–145

breakdowns, 143–144
technology and, 198–199

Competition
bids and, discussing, 123
not denigrating the, 107

Conflict, discomfort with, 53
Confrontation, constructive. See 

also Untrustworthy people
decision making, 186
generally, 184–185
risk assessment, 185
understanding other party, 

185–186
worksheet, 188

Connections/connectedness
dropped connection, 10
more connected than you think, 

11
Conversations

quality of, 113–114
tactical to strategic, 173–177
transforming, example, 180, 181

Cost reduction, 204. See also 
Economic benefits of trust; 
Price

Credibility
accelerating trust and, 158–159
honesty and, case study, 152
in trust equation, 22

Cross-selling, 89, 132–133
C-Suite. See Selling to the C-Suite
Cultural diversity, 17
Culture of trust

case studies, 210, 213
change vs. trust initiatives, 210
list of lists, 252–254
trust initiatives (see 

Implementing trust initiatives)
virtues and values, 209, 211
worksheet, 218

Curiosity, 11, 12–13
Customers. See Clients
CXO. See CEOs; Selling to the 

C-Suite
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Deliberate practice, 36
Deming, Edward, 36
Design

building trust by, 12
issues/misunderstandings, 123
worksheet, training and, 231

Diagnostic assessments
benchmarking, 211–212
organizational effectiveness, 215
personal trustworthiness,  

215–217
Difficult clients. See Transforming 

relationships gone bad
Difficult truth, telling a, 75
Discounts, case against, 122

Earning the right to be right
introduction to steps, 15
listening and, 45–46
objections and, 115
step one, 16–17
step two, 17
step three, 18

Economic benefits of trust
direct, 204
generally, 203
indirect, 204–205

ELFEC. See Trust creation process 
(ELFEC)

Emotional Intelligence, 79, 220
Emotional Intelligence: Why It 

Can Matter More Than IQ 
(Goleman), 62

Empathy. See also Listening
business value of, 16
empathic statements/questions, 

46
as life blood of influence, 18
ways to express, 47

Engineer Buyer, 123
Ethical benefits of trust, 206–207

Facilitators, 47
Familiarity

intimacy and, 196–197
reliability and, 197–198

Feingold, Russell, 17
Finance. See Internal staff 

functions
Fisher, Roger, 189

Frameworks for trust, 1
Friedman, Larry, 6
Friedman, Thomas, 18, 41–42
Fukuyama, Francis, 203
Fundamental attitudes

case study, 10
curiosity trumps knowing, 11, 

12–13
it’s not about you, 11
list of lists, 233
principles over processes, 9–10
time works for you, 13
worksheet, 14
you are more connected than 

you think, 11
Fundamental truths

case studies, 4, 6
listening drives trust and 

influence, 5
list of lists, 233
there is no trust without risk, 

4–5
trust does not take time, 5
trust is about relationships, 4
trust is created in interactions, 4
trust is paradoxical, 5
trust is personal, 3
trust is strong and durable, not 

fragile, 6
trust requires trusting and being 

trusted, 3
worksheet, 8
you get what you give, 7

Girard’s Law of 250, 90
Goleman, Daniel, 62
Goodwill payoff, 193
Gottman, John, 203
Graham-Pelton Consulting, 108
Gregory, Catherine, 45
Grizzard, Chip, 63
Groups, listening to, 47

“Handling” objections. See 
Objections

Harvard Negotiation Project, 186, 
189

High-trust culture, 213. See also 
Culture of trust

Hirsch, Stewart, 92, 193

Honesty, 152
HR. See Internal staff functions

Iannarino, S. Anthony, 187
Impeccability, 23
Implementing trust initiatives

case studies, 214
diagnostic assessment, 211–212
language of trust, 212
leading by example, 212
managing with wisdom,  

213–215
storytelling, 212–213

Improvise/improvisation
case studies, 63, 66
key skills, 63
list of lists, 237–238
moments of truth, 61–62, 63, 

65, 67
practice of, 62–63
role-playing, 64–66
as trust skill, 35
unexpected moments, 61
worksheet, 67

Influence, dynamics of
case studies, 16, 17
earning the right to be right, 

15–18
list of lists, 233–234
meetings, 5-point checklist, 18, 

19
worksheets, 20

Initiatives. See Implementing trust 
initiatives

Internal staff functions
generally, 219
list of lists, 254
metrics, mission and, 222–223
trust barriers by function, 220
trust-enhancing opportunities, 

220–222
worksheet, 224

Intimacy
accelerating trust and, 159–160
distance and, 196–197
listening to build, 44–45
personal vs. private, 221
in trust equation, 23–24, 24–25

Introspection. See Self-knowledge
IT. See Internal staff functions
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Khalsa, Mahan, 9, 36
Kickoffs

case study, 152
going wrong, 151–153
list of lists, 246
successful, 153–154
word of caution, 154
worksheet, 155

Kilmann, Ralph H., 54
Knowing yourself. See Self-

knowledge

Language, 114, 212
Leach, Craig J., 108
Leadership

challenge, 166
leading by example, 212
leading with trust, 214
after trust, 195

Learnable, trust-building as, 9
Learning environment

motivation/interest, 229
risk-taking, encouraging, 230

Lecter, Andy, 191
Legal. See Internal staff functions
Lewis, Sally Foley, 131
Listening. See also Empathy

best practices, 47–48
case studies, 42, 45, 49
empathy and, 41–42, 46
everyday empathy workout, 

48–49
levels of (see Three-level 

listening)
list of lists, 236–237
masterfully, 179
paying attention, barriers to, 

42–43
quality of, 18
trust, influence and, 5
as trust skill, 33–34
worksheet, 50

Long-term orientation, 26, 90–91
Lynch, Robert Porter, 53

Making a case for trust
case study, 205
economic benefits (see Economic 

benefits of trust)
ethical benefits, 206–207

list of lists, 252
social benefits, 206
worksheet, 208

Malin, Jane, 178
Management

disagreeing with boss, 184
with wisdom, not metrics, 

213–215
Marketing and business 

development
case studies, 88, 91, 92
collaboration, new business, 

89–90
customer focus, 87–89
list of lists, 239–241
long-term focus, 90
relationship focus, 90–91
transparency and, 91, 92
worksheet, 93

Mastery of skills, key to, 36
McCurry, Jim, 210
McKinsey 7-S Framework, 215
Meetings

C-Suite, 139–141
influencing, 5-point checklist, 

18, 19
Metrics

alternatives to, 213–215
mission and, 222–223

Mind-set(s)
accelerating trust and, 157
skill sets and, 39
win-lose, 52, 111

Mission, 222–223
Moral Foundations of Trust 

(Uslaner), 203

Name it and claim it
how to, 73–74
steps to, 76
as truth-telling tool, 72–73
when to, 73
worksheet, 78

Negotiations
case studies, 191, 193
changing the game, 191–192
list of lists, 250–251
Prisoner’s Dilemma game, 190
ways to negotiate from trust, 

192

where they go wrong, 189–191
worksheet, 194

Networking
best practices, 95–97
case study, 95
collaboratively, 89–90
generally, 94–95
list of lists, 241
technology and, 97–100
worksheet, 101

New business, collaboration and, 
89–90

New business/existing clients
case studies, 131
cross-selling, 132–133
deepening relationship first, 

130–131
list of lists, 244
moving upstream, 131–132
referrals, seeking, 133–134
worksheet, 135

Novaes, Paulo, 138

Objections
changing your thinking,  

112–113
conversations, quality of,  

113–114
earning right to be right, 115
generally, 110–111
list of lists, 242–243
taking it personally, 111–112
win-lose mind-set, 111
worksheet, 116

Online networking
best practices, 99–100
pitfalls of, 98–99

Opportunities, 52–53, 113
Organizational effectiveness 

assessment, 215
Organizational politics. See Politics, 

navigating

Pannone, Pat, 12
Partnering. See also Strategy

barriers, common, 52–54
case studies, 53, 54
list of lists, 237
muscle, building, 55–58
self-assessment, 54–55
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Partnering (continued)
strategy and, 171, 173
supply chain and, 54
traits, 51–52
as trust skill, 34–35
worksheet, 59–60

Paying attention. See Listening
Pellegrino, Greg, 230
Peluso, Michelle, 97
Peplin, Steve, 54
Personal connection, power of, 6
Personality preferences, 81
Personal touch

getting to know you, 153
sending cards, 91
showing concern, 97

Personal trustworthiness 
assessment, 215–217

Pitch, delivering the
case study, 108
competition and, 107
ditching the pitch, 107
interactive approach, 104
list of lists, 241–242
no pitch sometimes best,  

102–103
point of view, 105
PowerPoint presentations, 105
pre-pitch warm-up, 103–104
price, preoccupation with, 

105–106
“telling about yourself,” 105
worksheet, 109
your qualifications and,  

106–107
Point of view, sharing your, 167
Politics, navigating

best practices, 164
case study, 166
client politics (see Client politics)
generally, 163–164
list of lists, 247–248
possibilities in politics, 165
worksheet, 168

Powe, Julian, 95
Premature solutions, 113
Preparations, C-Suite and

CXO’s world, aspects of, 137
emotions, managing your, 139
generally, 136–137

motives, managing your,  
137–139

role, managing your, 139
Price. See also Cost reduction

case study, 118
concerns, addressing, 120
discounts, case against, 122
drivers of, 121–122
engineer buyer, 123
generally, 117–118
isn’t the problem, 118–119
list of lists, 243
losing on, truth about, 119
preoccupation with, 105–106
when to talk, 119–120
worksheet, 124

Principles
living the, 28
over processes, 9–10

Prisoner’s Dilemma game, 190
Problem(s)

identification of, 144
reframing of, 178, 179, 181

Problem statement
characteristics, 179
reframing of, 180–181
upping the ante, 145
worksheet, 182

Project kickoffs. See Kickoffs
Prospects, transparency and, 91

Question
asking basic, 138
asking right, 196

Rackham, Neil, 113, 126
Reagan, Ronald, 4
Reciprocity, 5, 17
Recovering trust, listening and, 45
Referrals

collaboration and, 90
seeking, 133–134

Relationship(s). See also Partner/
partnering

adversarial, 85
ethics and, 206–207
expanding (see New business/

existing clients)
external, 204
focus on, 90–91

internal, 204–205
narrow view of, 52
stalled (see Reviving stalled 

relationships)
trust equation and, 29
trust is about, 4
types of, 11

Reliability
accelerating trust and, 159
distance and, 197–198
in trust equation, 23

Remote employees. See Virtual 
teams

Revenue. See Economic benefits 
of trust

Reviving stalled relationships
communication breakdowns, 

143–144
list of lists, 245–246
problem identification, 144
re-engage, 144–145
time to walk away, 145–146
worksheet, 147

Risk
assessment, 72, 185
case studies, 71, 75
caveats, power of, 74, 76
confrontation and, 185
fear, silence and, 68
list of lists, 238–239
name it and claim it, 72–74, 76, 

78
no trust without, 4–5
practicing risk-taking, 70–71,  

77
“safe haven,” 68, 69
transparency test, 71–72
trust and, relationship between, 

69–70
as trust skill, 35
worksheets, 77–78

Rittenhouse, L.J., 80
Roadmap. See Trust Roadmap
Rogue operatives, 178
Role models, learning from, 20
Role-playing

case study, 230
mastery and, 64–66

Rules of Engagement, 154
Russia, 26
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Science of Trust (Gottman), 203
Self-knowledge

blind spots, trust-building and, 
79–80

as essential, case study, 80
expanding your, 80–82
for increasing trust, 82
list of lists, 239
as trust skill, 36
worksheet, 83

Self-orientation
in case study, 12
defined, 11
lowering, ego and, 105
reducing, 222
shrinking, 160–161
in trust equation, 24–25
undermanaged, 52

Selling by not selling, 95
Selling to the C-Suite

case studies, 138, 140
list of lists, 245
meetings, best practices for, 

139–141
preparation (see Preparations, 

C-Suite and)
what sets them apart, 136
worksheet, 142

Short-term performance trap, 190
Six Box Model, 215
Skills/skill sets. See Trust skills
Slye, Juliana, 196
Smith, Ross, 205
Social benefits of trust, 206
SPIN Selling (Rackham), 

113, 126
Staff functions. See Internal staff 

functions
Stakeholder relationships, 206
Stalled relationships. See Reviving 

stalled relationships
Starting off right. See Kickoffs
Stewart, Potter, 1
Sticker shock, psychology of, 

119–120
Storytelling, 212–213
Strategy

blind spot, 169–170
engaging strategically, 173–174
list of lists, 248–249

questions, conversation and, 
170–173

upping the ante, case study, 172
worksheet, 175

Styer, Sandy, 34
Supply chain, partnering in, 54

Tactics to strategy, shift from. See 
Strategy

Talan Products, 54
Talent is Overrated (Colvin), 36
TAMO project management 

principle, 72
Taxi driver, trusting the, 4
Team(s). See also Virtual teams

co-located, 195
laughing together, 66

Technology
impact of, 97–98
online networking, 98–100

“Tell us about yourself,” 105
Thinking

about others, 27
objections and, 110–113
“out loud,” 61, 64–65, 161
relationship focus, 177, 178–179
strategically, 171

Thomas, Kenneth W., 54
Thomas-Kilmann Conflict Mode 

Instrument, 54, 81
Thompson, Hazel, 10, 91
Three-level listening

acknowledging another when 
you don’t agree, 46–47

arenas for, 43–44
data, listening for, 44
earning the right to be right, 44, 

45–56
empathy as statements, 46
groups, listening to, 47
intimacy, listening to build, 

44–45
Three Ps of trust, 5
360-degree feedback, 71, 81
Time

based thinking, 13
for establishing trust, 156, 157
to walk away, 145–146

Touchstone Consulting Group, 45
Training for trustworthiness

aha, setting off the, 227–228
case studies, 226, 230
challenges, 225
learning environment (see 

Learning environment)
list of lists, 254–255
making it stick, 228–229
one-two punch, 225–227
troubleshooting tips, 229
worksheet, 231

Transforming relationships gone 
bad

bad behavior, reasons for, 
176–177

case study, 178
difficult to rewarding, steps for, 

177–179
list of lists, 249
reframing problem, 179,  

180–181
worksheet, 182

Transparency
in action, 92
negotiation and, 191–192
with prospects/clients, 91
test for, 71–72

Troika Dialog Group, 26
Trust (Fukuyama), 203
Trust-as-reliability, 5
Trust-based business unit, 205
“Trust-Based Selling,” 64, 103
Trust creation process (ELFEC)

basics, 25–26
worksheet, 30–31

Trust diagnostics. See Diagnostic 
assessments

Trust equation
biggest levers in, 24–25
credibility, 22
intimacy, 23–24
reliability, 23
self-orientation, 24
worksheet, 29

Trust models, three
case studies, 27, 28
descriptions/sample uses, 21
list of lists, 234–235
trust creation process (ELFEC), 

25–26, 30–31
trust equation, 22–25, 29
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Trust models, three (continued)
trust principles, 26–28, 32
worksheets, 29–32

Trust principles
basics, 26–28, 201
worksheet, 32, 93

Trust Quotient Assessment, 81, 
217

Trust Roadmap, 215, 216, 218
Trust skills

case study, 34
improvise, 35
key to skill mastery, 36
know yourself, 36
listen, 33–34
list of lists, 235–236
partner, 34–35
risk, 35
worksheet, self-assessment, 37

Trust Temperaments, 81, 217
Trustworthiness, 156, 157
Trustworthy term, 22
Truths. See Fundamental truths

Truth-telling. See Name it and 
claim it

Truth vs. experience, 92
Turnaround, engineering a, 210
Turning down business to get new 

business, 131
Turnover, team and, 45

Unqualified commitment, power 
of, 53

Untrustworthy people
blame/inability to confront, 

183–184
case study, 187
confrontation (see 

Confrontation, constructive)
list of lists, 249–250
when to walk away, 186–187
when you can’t confront, 186

Ury, William, 189
Uslaner, Eric, 203

Vardanian, Ruben, 26

Virtual teams
best practices, 199
case study, 196
communication, technology 

and, 198–199
familiarity and (see Familiarity)
generally, 195–196
“high touch” environments, 197
list of lists, 251
worksheet, 200

Virtues and values, 209, 211

Walking away from the table, 
186–187

Weisbord, Marvin, 215
Westfall, Shawn, 66
Win-lose mind-set, 52, 111
Working styles, frameworks  

for, 81

“Yes, and . . . ,” power of, 61, 65, 
66
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