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Think More Expertise Will

Make You More Trusted? Think Again.

thing really special this month. We’re proud to intro-
duce a White Paper we’ve been working on for—well,
what seems like a very long time. It’s the analysis of
The White Paper is called “Think Again.” The full
title is “Think More Expertise Will Make You More
Trusted? Think Again.”
The title reflects just one of the surprising findings

from what we believe is the world’s largest study of

WEBINAR SERIES

of the largest study on trustworthiness ever
completed, our whitepaper entitled “Think
Again”, and the implications for business.
This research covered over 12,000 respon-

dents. FREE.

INIAWA ARE YOU AS TRUSTWORTHY AS YOU THINK?

DATES:
June 15 at 10:00AM EST or
June 23 at 4:00pm EST.

DURATION:

30 minutes

personal trustworthiness. What outranks expertise
in creating trustworthiness? Are women more trust-
worthy than men? What’s the relationship between
age and trustworthiness? And are you better off fixing
your weaknesses, or leading with your strengths?

These and other insights await you; we hope you
enjoy the reading, and would welcome hearing your
thoughts. To learn more, please join us for a webi-
nar discussion of the findings. Sandy Styer will be
discussing the White Paper on June 15 at 10:00 am
EST and again on June 23 at 4:00 pm EST.

TO REGISTER:

Contact Tracey to register and
indicate the date you would like
to attend.
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Think More Expertise Will
Make You More Trusted? Think Again.

Do men perceive themselves as more trustworthy than women?

Do we become more worthy of trust as we age? Can you trust some

industries more than others? These and other trust-related ques-
tions are answered in a new study conducted by Trusted Advisor

Associates LLC, a management consultancy focused on the role of
trust in business.

The data are based on more than 12,000 responses to the company’s

Trust Quotient quiz—a proprietary self-assessment instrument that

measures trustworthiness as a composite of four components: cred-
ibility, reliability, intimacy and self-orientation. Each respondent’s

trust score was determined by answers to 20 questions—five ques-
tions for each of the four components—which were then combined

to produce an overall trust score on a scale from 20 to 100.

The work of Charles H. Green, founder of Trusted Advisor Associates
LLC, has centered on a model of trustworthiness based on these
four components:

INIAWA ARE YOU AS TRUSTWORTHY AS YOU THINK?
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The study represents
the largest ever
on the subject of
trustworthiness, and
the implications of the
findings bring some
much-needed definition
and texture to the
broader dialogue around
issues of corporate
ethics, integrity and

trust.

Think More Expertise Will

Make You More Trusted? Think Again.

* Credibility - the words we say, the skills

and credentials we bring, and the way in

which people experience us make people

trust us

* Reliability - the actions
we take, our predictabil-
ity, and the ways in which
people find us reliable
make people trust us

+ Intimacy - the extent to
which people feel they
can confide in us, and per-
ceive us as discreet and
empathetic make people
trust us

* Self-orientation - the
more people feel we are
focused on ourselves,
rather than them, the less

they trust us

KEY FINDINGS AT A GLANCE: TRUST
RATINGS BY GENDER, AGE AND JOB:

What was the average trustworthiness

of all respondents?

INIAWA ARE YOU AS TRUSTWORTHY AS YOU THINK?

The average trust quotient across all
12,857 respondents was 80.1 (on a scale of
20 -100).

Who are more trustworthy—men or
women?

Overall, there is very little difference:
women rated themselves as slightly more
trustworthy, at 80.7, vs. 79.6 for men. However,
the differences are instructive: women and
men score almost equally on credibility and
self-orientation, and women have an edge
in reliability—21.0 vs. 20.6. The big differ-
ence comes in the factor of intimacy, where
women on average are 0.6 points higher—20.0
vs. 19.4. Thus most of the gender difference
derives from higher scores at the key factor
of intimacy.

Does trustworthiness increase or

decrease with age?
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One of the strongest correlationsin the Trust ~ solitary roles (research, accounting, legal).
Quotient (TQ) study is the linking of trustwor-

thiness and age. The older we get, the more

The same loose pattern holds true when look-
ing at results aggregated by industry. Higher

trustworthy we are (or at least think we are).  scoring industries include medical care, retail

The greatest
opportunity for
differentiation by
trust lies not in the
rational attributes
of trust—credibility
and reliability—but
in the non-rational,
or soft, side of trust—
increasing intimacy
and lowering self-

orientation.

Interestingly, the increase
in overall TQ is driven by
nearly equal increases in
each of the component
scores, indicating that as
we age, we feel that we
have become more cred-
ible, more reliable, better at
intimacy, and less self-ori-
ented. These are not innate,
unchanging characteristics;
all can be improved.

How does trustworthi-
ness vary by industry or
job?

Overall, there are few

discernible patterns at
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the job and industry level. As a broad state-
ment, those with jobs requiring high personal
interaction (general management, training,

sales) tend to rate higher than those in more

INIAWA ARE YOU AS TRUSTWORTHY AS YOU THINK?

banking, real estate, and consulting.

These data underscore that trustworthiness
is a personal attribute, distributed broadly
across industries. It also suggests a large
opportunity—no matter what industry you’re
in—to differentiate by building businesses with
higher concentrations of trustworthy people.

What components are people strongest
and weakest in?

On average, the greatest strength for par-
ticipants is reliability. For 53% of respondents,
this is the highest (or tied for the highest)
subcomponent. In contrast, intimacy and self-
orientation had the lowest overall component
scores; only 28% of respondents lead with
each of these areas.

What is the relationship between trust
component scores and the overall trust
quotient?

An interesting finding in the data is that the

more consistent the trust component scores,
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the higher the overall trust quotient. The high-
est trust quotient shows up in those who have
balanced component scores—they averaged
87.2,vs. the 80.1 average. The higher the stan-
dard deviation between component scores, the
lower the trust quotient total. This suggests
the importance of integrity. We do not trust
those who seem erratic or inconsistent. They
do not seem whole, or integral. An even blend
of the four trust components is more effective

than being off the charts in one or two areas.

BEHIND THE NUMBERS—WHAT
TRUST TEMPERAMENTS ™ TELL
US ABOUT WHERE COMPANIES
ARE GETTING IT WRONG

The overall Trust Quotientis calculated from

four subcomponents. Analyses of patterns in

The Expert: Strongest in Credibility + Reliability

The Steward: Strongest in Reliability + Low Self-orientation

The Doer: Strongest in Reliability + Intimacy

The Connector: Strongest in Intimacy + Low Self-orientation

The Professor: Strongest in Credibility + Low Self-orientation

The Catalyst: Strongest in Credibility + Intimacy

INIAWA ARE YOU AS TRUSTWORTHY AS YOU THINK?

these subcomponents and how they interact
yield the most notable and counterintuitive
findings of the survey. They suggest that the
most effective trust-building strategies are
not what most people focus on.

As noted above, balanced subcomponent
scores led to higher overall Trust Quotients.
For approximately two-thirds of respondents,
however, there was a clear “leading pair” of
components, indicating areas of strength
and opportunity. From the survey results,
Trusted Advisor Associates LLC has devel-
oped tangible descriptions of six distinct Trust
Temperaments™ as indicators of someone’s
natural inclinations when it comes to building
trust. They are made up of the six possible
combinations of top two trust component
scores.

By focusing on the two top scoring compo-
nents, the six Trust Temperaments reflect dif-
ferent strategies people have for being trust-
worthy. They provide an answer to the question

“Why should I trust you?” For the Expert, the
answer is “because I know how to do this and

you can count on me to get the job done.” For
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the Connector, the answer is “because you know  as the PTA President, the one who gets things

you can confide in me and that Tam focusedon ~ done. Remember that over half the respon-
what’s in your best interest.” dents to the survey lead with Reliability; when
combined with intimacy, or an ability to con-
KEY FINDINGS IN COMPONENT
SCORES

By a wide margin, the most common Trust

nect with other people and make them feel safe,

it’s a powerful formula for building trust.

Temperament across the over 12,000 respon- TRUST TEMPERAMENTS™

dents was the Expert—those | Trust Ranked by | Ranked by
These findings  whose trustworthiness is | Temperament™ | Frequency | Effective-
also suggest that based foremoston Credibility Tence
Conventional thinking and Rellablhty However, CR - The EXpeI‘t 1 5
. iq i RS - The Steward 2 4
about trustworthiness the data show that this is .
) . ) one of the least effective RI - The Doer 3 1
belng an innate trait— . . 1S — The Connector 4 2
trustworthiness strategies. c o Catal p
. I - The Catalyst 3
rather than teachable That is, the Experts’ Trust v
. . CS - The Professor 6 6
skill—is not accurate.

uotient scores in aggre- .
Q 88 “Frequency”is occurrence among over 12,000

people who have taken the Trust Quotient
assessment. “Effectiveness” is a ranking of their
overall scores on the 20 TQ questions.

gate are among the lowest
Trust Quotient scores of all the Temperaments.
Only the Professor type (Credibility + low Self-

Orientation) scores lower. Intriguingly, Trust Temperaments that
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Intimacy is the shared component in three
of the four highest scoring Temperaments.
The Doer (strongest in Reliability + Intimacy)
led the results. This is the person we think of

INIAWA ARE YOU AS TRUSTWORTHY AS YOU THINK?

include credibility as one of their components
tended to score lower. This suggests that skill
mastery and knowledge are the least effective

means for building trust. Ironically, this is
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Corporations are

unwittingly emphasizing
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what most companies instinctively emphasize
when they first think of trust.

GOING AGAINST CONVENTIONAL
WISDOM: TRUST CAN BE TAUGHT
Some business leaders make the case that
to improve performance, people and busi-
nesses should leverage their
strengths rather than con-
centrating on fixing their

weaknesses. This makes

the least effective trust  j great deal of sense in

strategies in their areas of skills mastery. But
training, evaluation when it comes to trust, the
and overdll people opposite is demonstrably
true. By focusing on their

development.

weaknesses, individuals
can make disproportion-
ately large and rapid improvements in their
trustworthiness, because improving weak-
nesses has the effect of lowering standard
deviation, thereby increasing perceived integ-
rity. By becoming aware of an imbalance in
their trustworthiness strategies, individuals

can strengthen their overall trustworthiness.

INIAWA ARE YOU AS TRUSTWORTHY AS YOU THINK?

By focusing on even minor improvements in
their weak components, they can see a major

impact on their overall ability to build trust.

USING THE DATA TO IMPROVE
YOUR BUSINESS: MEASURABLE
AND RAPID IMPACT

Companies can use these findings to make a
measurable—and rapid—impact on their trust-
worthiness; the data offer insights into the
steps that will produce the greatest return.

¢ Credibility (credentials and skill mastery),
which most companies put a premium on,
is the least helpful in building trust. More
skills training simply won’t build trust
relationships.

« Intimacy skills, however, can be quickly
taught and offer perhaps the best path
forward for companies to make a real and
sustained impact on the trustworthiness
of their people. Most companies, however,
do little to develop the intimacy skills of
their people, which is a missed opportunity,
according to Green. “The skills of intimacy

are among the most learnable. It is easier
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to learn to listen and to empathize than it
is to gain an advanced degree.”

¢ Building a culture which helps individu-
als lower their self-orientation, look at the
longer term and work collaboratively also
helps in building trust relationships, and
can allow companies to reap the benefits
of stronger client relationships and greater
trust among team members.

The study findings clearly suggest that
companies need to focus more on soft skills.
They also function as an indictment, of sorts,
of the American system of management, with
its focus on competition, metrics and pro-
cesses to the exclusion of other factors—such
as character, integrity and honor.

The bottom line is, if companies want to
become more trustworthy they need to broaden
their view of what their most powerful and
valuable strategies and assets are. Emphasizing
the development of such soft skills as intimacy
and decreasing individuals’ self-orientation
have tremendous potential to help companies
build trustworthiness, and through building

trust relationships, build their business.

INIAWA ARE YOU AS TRUSTWORTHY AS YOU THINK?
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About Trusted sor Associates LLC

tancy with a world-wide practice in helping individuals
and organizations become trusted advisors to their clients
and customers. Trusted Advisor Associates offers services

on the subjects of business culture, management mores in a flat world,
collaboration, innovation and the central role of trust. Charlie spent over
20 years of his career at major consulting firms before forming Trusted
Advisor Associates. A graduate of Harvard Business School, he combines
a rigorous intellectual discipline with humor and practical, lively advice
for individuals, businesses and the world at large.

has spent most of her career in the corporate world, develop-
ing new products, bringing new ideas to market and lead-
practice at Trusted Advisor Associates LLC. To learn more

about assessing and building trust within your organization,
contact Sandy.

Practice Lead—Trust Diagnostics
Trusted Advisor Associates LLC
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specializes in cus-
tom software devel-
opment for business process improve-
ment and workgroup collaboration. “We
are a band of creative business consul-
tants and developers who have a passion
for well-architected information systems,
for building efficient applications, and
most of all for solving real problems.

Our culture is one of service, and our
primary focus lies with crafting excellent,
relevant systems that make a positive
impact on our clients’ businesses.

Soliant Consulting creates data appli-
cations that support business process
improvement in organizations around
the country. We focus on rapid appli-
cation development tools, specializing
in Adobe® Flex™, FileMaker® Pro, Web/
PHP and Salesforce.com.”

For more information, contact:
Bob Bowers
CEOQ, Soliant Consulting, Inc.
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TAKE THE TQ Diagnostic Test and discover your Trust Temperament™. If you enjoyed this article
Answer 20 simple questions based on the Trust Equation, and you will and want more from Trusted
discover a powerful tool for business success-—your Trust Quotient and Advisor Associates, please

your Trust Temperament™. These revealing answers will tell what youdo =~ =5 2mmmss s

. ) ailing list, wher
that helps people trust you, and the things you can do to improve the way O THATIAS St WHETE you
will receive monthly updates

ou are perceived.
Y p from us. And, of course, we’ll

.................................................... never share your email with
what you can do to leverage this strength, and how to fill in missing pieces. anyone else.

Youwll learn what you can do to become as trustworthy, and as trusted, as

possible so you can:
 Increase sales results
» Improve credibility in business

 Build deeper and more satisfying personal relationships with people
who matter
Invest in yourself now! Take the Trust Quotient diagnostics now and get

your personal report now.

DEEP ANALYSIS, BIG REWARD, SMALL PRICE.

ARE YOU AS TRUSTWORTHY AS YOU THINK?
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