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In this “moment of truth,” what 
should I do? 

A. Cancel or delay my meeting 

B. Prep the PM  to deliver the news – it’s a 
growth opportunity 

C. Bite the bullet 

D. Book those tickets to Cancun 
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Here’s what I thought then: 

It’s impossible to 
deliver bad news 
without degrading 
trust. 
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Here’s what I know now: 

It is entirely possible to 
deliver bad news and 
dramatically increase 
trust in the process. 
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Today, we’ll explore … 
 1. what it really means to be 

trustworthy 

3. some unconventional 
wisdom about bad news 

4. a delivery technique that’s 
tried and true  

2. Your trust temperament 
strengths and opportunities 
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Who’s your Trusted Advisor? 

• Bring to mind someone in your life you would 
turn to for advice on a wide range of topics, 
including sensitive ones both professional and 
personal.

 

 

• What words would you use to describe this 
person? 
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Looking up “trust” in the dictionary is 
a waste of time 

trust 
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The Trust Equation brings clarity to 
ambiguity 

          R 
  

T  trustworthiness 
 
R  reliability 

T = 

Source: The Trusted Advisor by Maister, Green, and Galford, The Free Press, 2000 
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The Trust Equation brings clarity to 
ambiguity 

    C + R 
  

T  trustworthiness 
C  credibility 
R  reliability 

T = 

Source: The Trusted Advisor by Maister, Green, and Galford, The Free Press, 2000 
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The Trust Equation brings clarity to 
ambiguity 

C + R + I 
  

T  trustworthiness 
C  credibility 
R  reliability 
I   intimacy 

T = 

Source: The Trusted Advisor by Maister, Green, and Galford, The Free Press, 2000 
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The Trust Equation brings clarity to 
ambiguity 

T  trustworthiness 
C  credibility 
R  reliability 
I   intimacy 
S  self-orientation 

C + R + I 

S 
  

T = 

Source: The Trusted Advisor by Maister, Green, and Galford, The Free Press, 2000 
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Truthfulness 

Credentials 
 

 
I trust what she 

says about… 

Dependability 

Predictability 
 

 

 

 

I trust him to… 

Discretion 

Empathy 

Risk-taking 
 I trust her 

with… 

Actions Safety Focus Words 

Credibility Reliability Self-Orientation Intimacy 

I trust that he 

cares about… 

Motives 

Attention  

There are four variables of trustworthiness 
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Next up: 
 1. what it really means to be 

trustworthy 

3. some unconventional 
wisdom about bad news 

4. a delivery technique that’s 
tried and true  

2. Your trust temperament 
strengths and opportunities 
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Assessing Trustworthiness 
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Who’s more trustworthy: men or women? 
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Do we get more or less trustworthy as we 
age? 
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What’s your TQ? 

N = 12,857 

Median skewed left: 
3 x S 

 

 

All TQ Respondents 

Avg. TQ Scores: 
World:     5.7/6.5  
YOU:         7.7 
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Total Population You MITRE (N = 247) 

How does this group compare? 
HIGHEST RATED VARIABLE 
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How does this group compare? 
LOWEST RATED VARIABLE 
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Trust 
Temperament™ 

C R I  S 

Expert ✔ ✔ 

Catalyst ✔ ✔ 

Professor ✔ ✔ 

Doer ✔ ✔ 

Steward ✔ ✔ 

Connector ✔ ✔ 

What’s in a Temperament? 

• Derived from the two 
strongest variables 

• Your innate preference 
when it comes to 
building trust  

 



Trust and Risk Management 
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“Lead, follow or get out of the way.” 

– Thomas Paine 

“I just did what I had to 
do as things came 
along.” 
– Eleanor Roosevelt  

“A genuine leader is not a searcher for 
consensus but a molder of consensus.”  
- Martin Luther King, Jr. 

“The important 
thing is not to 
stop questioning. 
Curiosity has its 
own reason for 
existing.” 
– Albert Einstein  

“My goal wasn’t to make a ton of money. 
It was to build good computers.”  

– Steve Wozniak  

“Invisible threads are the 
strongest ties.” 
– Friedrich Nietzsche 

Each Temperament brings a 
unique approach 
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Let's make it real 

In groups by Trust Temperament™: 

• What do people appreciate about working with you? 

• What might frustrate them about working with 
you? 

• What would your ad/commercial/slogan/logo be? 
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What about effectiveness vs. distribution? 
WORLD EFFECTIVENESS 

Temperament TQ  Score 

RI Doer 80.6 

IS Connector 80.4 

CI Catalyst 79.9 

RS Steward 79.7 

CR Expert 79.1 

CS Professor 79.1 
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What about effectiveness vs. distribution? 
WORLD EFFECTIVENESS, WORLD DISTRIBUTION 

Temperament TQ  Score World Dist. 

RI Doer 80.6 17% 

IS Connector 80.4 13% 

CI Catalyst 79.9 10% 

RS Steward 79.7 21% 

CR Expert 79.1 31% 

CS Professor 79.1 8% 



© Trusted Advisor Associates LLC, 2009 all rights reserved 

© 2009-2012 Trusted Advisor Associates LLC. All rights reserved. 

26 

What about effectiveness vs. distribution? 
WORLD EFFECTIVENESS, WORLD DISTRIBUTION, YOUR DISTRIBUTION 

Temperament TQ  Score World Dist. Your Dist. 

RI Doer 80.6 17% 20% 

IS Connector 80.4 13% 20% 

CI Catalyst 79.9 10% 27% 

RS Steward 79.7 21% 13% 

CR Expert 79.1 31% 20% 

CS Professor 79.1 8% 0% 
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Next up: 
 1. what it really means to be 

trustworthy 

3. some unconventional 
wisdom about bad news 

4. a delivery technique that’s 
tried and true  

2. your trust temperament 
strengths and opportunities 
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Conventional wisdom can’t be trusted 

“Be objective/factual” 

“Bring solutions to the 
table” 

“Stay positive” 
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It skews to the rational side of 
trustworthiness 

T  trustworthiness 
C  credibility 
R  reliability 
I   intimacy 
S  self-orientation 

C + R + I 

S 
  

T = 

Source: The Trusted Advisor by Maister, Green, and Galford, The Free Press, 2000 

http://www.andreaphowe.com/
http://www.trustedadvisor.com/


© 2012 Andrea P. Howe. All rights reserved.          Developed in partnership with Charles H. Green 

Unconventional wisdom, on the other 
hand, rounds out the equation 

Show some 
vulnerability 

Take responsibility 

Make 
room for 
reactions 

Dare to collaborate 

Set expectations up front 
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Finally… 
 1. what it really means to be 

trustworthy 

3. some unconventional 
wisdom about bad news 

4. a delivery technique that’s 
tried and true  

2. Your trust temperament 
strengths and opportunities 
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Name It and Claim It is a three-
part technique 

1. Inventory all concerns, 
risks, fears (yours) 

2. Use caveats to say 
them out loud 

3. Articulate the issue 
 (Tip: 10 words or less) 
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Name It and Claim It is a socially acceptable 
way to put hard truths on the table 

“I may be completely missing the mark here, and I 
sure don’t want to step on any toes. I’m concerned 
we don’t have the executive sponsorship we need.” 

“There’s really no easy way to say this. We’re not 
going to make the deadline.” 

“At the risk of embarrassing myself, I’ve lost sight 
of what we’re really trying to accomplish.” 
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Saying the hard stuff can be a trust 
trifecta 

T  trustworthiness 
C  credibility 
R  reliability 
I   intimacy 
S  self-orientation 

C + R + I 

S 
  

T = 

Source: The Trusted Advisor by Maister, Green, and Galford, The Free Press, 2000 
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Today, we’ve explored … 
 1. what it really means to be 

trustworthy 

3. some unconventional 
wisdom about bad news 

4. a delivery technique that’s 
tried and true  

2. Your trust temperament 
strengths and opportunities 
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How will you choose … 

Cate Gregory  
cgregory@trustedadvisor.com  

1-703-346-5050 
LinkedIn 

… to set yourself apart?  

www.trustedadvisor.com/MITREHR 
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mailto:andrea@bossanovaconsulting.com
http://www.linkedin.com/pub/andrea-howe/0/105/22a

