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INSERT ACTIVITY

• Experiential activity to 
demonstrate complexity in 
relationships

The 
Relationship 

Lab

Complex 

Customer 

Engagements

August –

November 2017

The 

Relationship 

Lab:
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What makes complex 
relationships … so complex?

1. Find someone from 
a different table 
with a different role 

2. ID one challenge
that naturally arises 
between the two

3. Repeat!
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We have three big goals

1 3

2
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Tell us about you
p. 3 
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This isn’t “Batman Returns”

Then Now

Training Working session…..……..….…

Introduction Advanced application….…….…

One customer Complex situation………..

30 days 90 days…..…………….
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Your program continues past today

Aug 

30
Sep Oct

Oct 

30

Oct 

2

TRL 

Workshop 6
0

-D
a

y
 W

e
b

in
a

r

3
0

-D
a

y
 W

e
b

in
a

r

Nov

No

v 

27

9
0

-D
a

y
 W

e
b

in
a

r

Interim 

reflection, 

actions, 

and 

progress

Interim 

reflection, 

actions, 

and 

progress

Interim, 

reflection, 

actions, 

and 

progress



© 2017 Andrea P. Howe. All rights reserved. Developed in partnership with7

Structures will support you
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“Howdy, partner.”

You will work with 
the same 
accountability 
partner throughout 
the program
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What’s in the lab?

FJ:  TRL02
www.trustedadvisor.com/MITRE_TRL02
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You recall our building blocks
p. 1 
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Old—and new—ground rules apply
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How’s your recall?

Quiz!

p. 4 
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1. C = Truthfulness + Credentials

Quiz

Truthfulness

Credentials

I trust what she 

says about…

Credibility

Words
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2. True reliability requires 
consistency

Dependability

Predictability

I trust him to…

Reliability

Actions

Truthfulness

Credentials

I trust what she 

says about…

Credibility

Words

Quiz
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3. Personal risk-taking
increases intimacy

Truthfulness

Credentials

I trust what she 

says about…

Dependability

Predictability

I trust him to…

Discretion

Empathy

Risk-taking

I trust her 

with…

Credibility Reliability Intimacy

SafetyWords Actions

Quiz
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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…

Focus

Credibility Reliability Self-OrientationIntimacy

I trust that he 

cares about…

Motives

Attention 

4. The more you know yourself, 
the better you can manage yourself

SafetyWords Actions

Quiz
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5. What drives influence might
surprise you

reciprocity

Quiz
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6. Listening matters … a lot

LET’S TALK 
ABOUT…

TELL ME 
MORE…

SO THE 
ISSUE IS…

LET’S 
IMAGINE…

I SUGGEST 
WE…

Engage
Listen

Frame
Envision

Commit

Quiz
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7. These two skills are key

Earn the Right 

RATIONAL NON-RATIONAL

Paraphrase Empathize

Quiz
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8. People don’t care how much
you know …

Quiz

“Tell me 
more … 
please.”
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“You’re not going 
to like what’s 

coming …”

“This is 
awkward …”

“There’s really 
no easy way to 

say this ...”

“I’m going to go 
out on a limb …”

“At the risk of 
embarrassing 

myself …”

“I may be 
completely 
missing the 

mark …”

9. A caveat is a warning

Quiz
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10. Trust-based relationships
are distinctive

Information-
giver

Problem-
solver

Idea-
generator

Safe haven 
for tough 

issues

1.

2.

3.

4.

Trusted 

Advisor

Quiz
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Tie-breaker: Your biggest area 
of opportunity is intimacy

Quiz

23%

12%

33%

32%
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%37
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MITRE
N = 1,435

Total Population
N = 63,939
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Zip – Zap - Zop
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Things rarely go as planned

Q: Faced with a 
moment of truth, 
what do you do?

A: Improvise.



© 2017 Andrea P. Howe. All rights reserved. Developed in partnership with26

Know yourself … on all five skills

OPP’Y

p. 5 
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pp. 6-7 
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Structures will support you
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Getting to know you
pp. 8-9 

Get acquainted and 
set your 
“partnership 
parameters”
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Structures will support you

Aug 

30
Sep Oct

Oct 

30

Oct 

2

TRL 

Workshop 6
0

-D
a

y
 W

e
b

in
a

r

3
0

-D
a

y
 W

e
b

in
a

r

Nov

No

v

27

9
0

-D
a

y
 W

e
b

in
a

r



© 2017 Andrea P. Howe. All rights reserved. Developed in partnership with31

More on the Results Tracker
Bottom 
line: The 
new or 
note-
worthy 
result

What was 
different?

How would 
things have 
likely gone, 
prior to 
TRL?

Other 
comments

Your entries here.

FJ:  TRL02
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There is no trust without risk



Foundations for Success
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Your Trust Landscape: 
“The problem is …”



pp. 10 - 12 
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With your AP…

1. Share your challenge and 
get help reframing from 
your AP 

2. Envision an alternate state 
3. Choose up to 4 key 

stakeholders to focus on
4. Switch

NOTE: You will each get 20 
minutes  

pp. 10 - 12 



Yes!
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Know yourself … as an improviser

Are you 
habitually more 
of a “Yes, and …” 
or “Yes, but …” 
kind of person?



Foundations for Success
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Your Trust Landscape: 
Points of view
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In trios…

You will: 
• State the true root 

issue 
• Put on your glasses 

and complete a 
series of 
statements from 
your stakeholders 
point of view

Your partners will: 
• Listen and get 

curious
• Share insights

I wonder/am curious about …

We will do 3 rounds – 15 minutes each round
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How do your stakeholders
see the situation?

1. “My name is …”

2. “My role is ...”

3. “What really matters to 
me is …”

4. “From my perspective, 
the issue(s) is/are …”

5. “What it‘s like to be me 
dealing with this 
problem is ...”

I wonder/am curious about …
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“I can see clearly now …”
p. 13 

What do you see now 
that you didn’t see 
this morning?

What did you learn 
from the structure of 
this exercise?



“The word partner has 
several definitions, 
including either of two 
persons dancing together. 
The dancing metaphor 
conjures up images of give 
and take, synchronization, 
graceful movement, and 
being in tune and in step 
with one another”

--The Trusted Advisor Fieldbook
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The Case of the 
Complex Customer 
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How do the key players see the 
situation?

1. “My name is …”

2. “My role is ...”

3. “What really matters to me is 
…”

4. “From my perspective, the 
issue(s) is/are …”

5. “What it‘s like to be me dealing 
with this problem is ...”



Empathy 
on the 
spot!
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Your Trust Landscape: 
Action planning
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Closing out, for now …

• “Something I 
appreciate about 
you …”

• “My wish for you, 
personally ... ”
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“Parting is such sweet sorrow”

• “My biggest 
takeaway …”

• “One risk I will 
take .. ”

• “I‘m most looking 
forward to ... ”


