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

. Wait for Chuck
to respond

Press on

Back out
gracefully

. Get curious



Trust is personal

4. An interesting
tidbit or factoid
that no one in the
room yet knows*

*And you wouldn’t mind if
everyone in the room knew

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with .E""i 1S{e iAd V!.SOF



These are our building blocks

TR[JHSEI'ED TRUST- Trgg%ed
ADVISOR

FIELDBOOK

A Comprehensiv e Toolkit

DAVID MAISTER

CHARLES H. GREEN
ANDREA P. HOWE

L

CHARLES H. GREEN &
ROBERT M. GALFORD

oped in partnership with | I'l1 stedAdvisor



What’s the “so what” of trust?

What are the
W) X0z Sl natural results
when you are
trusted by
Results = remarkable your
customers and
clients?

Relationships = rewarding

tnership with | I'i1Ste« 1Advisor



“Mastery” is more than “really good”

A
§ CONSCIOUS consciou
§ Incompetence| competence
@) .
5 : : “I just do
28 | UNCconscious | unconscious )
=y | what’s
4 Incompetence| competence .

right.”

“ know this competence

already

»
(ya w n ) ° Developed in partnership with Tru S‘(edAdVl'SOI'




We'll be covering a lot of ground

Day 1 | Day 2
. Managing
Defining Tough
Trust Conversations
Assessing ¥¥R Making it
Trustworthiness .- = J== Real

Being More Putting it All
Influential

Together

© 2012-2015 Andrea P. Howe. All rights reserved.
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The goal: 2% for 100%

Toward that
end, let’s look

at your big
“How Do I's” ...

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with T]“'U St'edAdVl'SOf



What kind of environment
will we create?

KEE

CALM

AND

STAY
FOCUSED

© 2012-2015 Andrea P. Howe. All rights reserved. 10 Developed in partnership with TrustedAdVisor
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The Trust Principles
define four key values

1. A focus on the other
2. A collaborative approach
3. A medium- to long-term relationship

perspective

4. A habit of being transparent

© 2012-2015 Andrea P. Howe. All rights reserved. 12 Developed in partnership with TI‘USthAdV(.SOI'



Trust-based relationships

are distinctive

Focus: Energy: Output: Success:

Expertise-
based
Needs-based Business Probloem— Solutions Problems
problem solving resolved

Relationship-
based

Partneras CRdSl-  Safehaven — Mutually
Trust-based o berson standing  for tough  rewarding

P partner issues relationship

© 2012-2015 Andrea P. Howe. All rights reserved. 13 Developed in partnership with E 'I"'ll ste ('J_AdVl.SOF
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Remember your homework?

1. There’s misalignment, concern,
disagreement, frustration, tension, or
conflict (big or little)

2. It’s current
3. It’s with an individual

4. You can speak about it here

-2015 Andrea P. Howe. All rights reserved. 1 Developed in partnership with TrustedAdVisor



Make 1t real:
Your customer situation

Looking at y(?ur . Focus: Energy: Output: Success:
customer situation,

where are you

Spendlng most Of your Business Problem- ; Problems
Needs-based ; Solutions
problem solving resolved

time?

P Und e M 11
artner nder- haven for utually

Trust-based as a standing : h rewarding
person partner . oug relationship
1ssues

Developed in partnership with | I'1151 ".‘JAdV!.SOf
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Who’s your trusted advisor? 0. 11

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.

© 2012-2015 Andrea P. Howe. All rights reserved. 1 Developed in partnership with TI‘USthAdVl.SOI'



Looking up “trust” is a waste of time

\

] g
|

trust
#=z (from ¢
’l‘ A
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The Trust Equation
brings clarity to ambiguity

I — T trustworthiness
credibility
reliability

intimacy
self-orientation

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

-2015 Andrea P. Howe. All rights reserved. 1 Developed in partnership with TrustedAdVisor



Reliability 1s about actions

Actions

Reliability

Dependabllity
Predictability

| trust him to...

-2015 Andrea P. Howe. All rights reserved. 1 Developed in partnership with TrustedAdVisor



Reliability is the only variable
that requires the passage of time

AND you can accelerate it:

5. Make lots of small promises

6. Be on time

7. Use their terminology

© 2012-2015 Andrea P. Howe. All rights reserved.
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Credibility relates to words

Words Actions

Credibility [l Reliability

Truthfulness Dependabllity
Credentials Predictability

| trust what she | trust him to...
says about...

-2015 Andrea P. Howe. All rights reserved. 21 Developed in partnership with TrustedAdVisor



Here’s how to
build credibility quickly

1. Show you’'ve done your homework
2. Take a point of view
3. Speak the truth ... always

4. Combine your words with presence

© 2012-2015 Andrea P. Howe. All rights reserved. 22 Developed in partnership with TrustedAdVisor



Intimacy relates to safety

Words Actions

Truthfulness Dependabllity
Credentials Predictability

| trust what she | trust him to...
says about...

-2015 Andrea P. Howe. All rights reserved.

Credibility i Reliability

Safety

Discretion
Empathy
Risk-taking

| trust her
with. ..

Developed in partnership with TrustedAdViSOT



Even intimacy can be accelerated

8. Name the elephant
9. Listen with empathy

10. Tell them something you appreciate about
them

11. Address people by name

© 2012-2015 Andrea P. Howe. All rights reserved. 2 Developed in partnership with TI‘USthAdViSOT



Self-orientation relates to focus

Words Actions Safety Focus
Credibility fi Reliability

Truthfulness Dependability Discretion Motives
Credentials Predictability Empathy Attention

| trust what she | trust him to... Risk-taking | trust that he
says about... | trust her cares about...

with. ..

-2015 Andrea P. Howe. All rights reserved. 2 Developed in partnership with TrustedAdVisor



29

There are ways to “get off your ‘S
faster, too

12. Glve away ideas
13. Build a shared agenda
14. Steer clear of premature problem-solving

15. Relax your mind

© 2012-2015 Andrea P. Howe. All rights reserved. 2 Developed in partnership with TI‘UStedAdViSOf



How does your trusted advisor
score?

T — T trustworthiness
credibility
reliability
intimacy
self-orientation

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

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with TI‘USthAdViSOT



The Travel Agent Case

n ez 82115104 101 ”"'I"'L
' {'l! l'Y‘ L lm L
P T—

[

W LN |




Make it real:
Intimacy and Self-Orientation

Developed in partnership with 1 I'i1gte dAdvisor






Who’s more trustworthy:
men or women?

1910)

% 88
@ YW oy
=By Qo 9 33.3
Uﬁoo

= 82
z 80
= -8
.E 76 ® Men
g 74 ® Women
oy /2
- 70 |

Gender
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Do we get more or less trustworthy
as we age?

87.00
86.00
85.00
84.00
83.00 TQ
82.00
81.00

80.00
18-30 31-40 41-50 51-60 61-70 71-80

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with Tl‘ustedAdVl.SOF



How trustworthy are you?

Average TQ

6500 8500
000

Average TQ:

World: 7.1 o5
You: 7.2
50

i
- mlEREE

25 3 35 4 45 5 55 8 65 7 75 8 85 8 85 10105 11 11.5 12 12,5 13 135 14 145 15
Score (between 0.6 and 15)

|

Number of Responses

5 —m
AT B b U

© 2012-2015 Andrea P. Howe. All rights reserved. 33 Developed in partnership with TI‘"U StedAdVl.SOI'
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Here’s how you see your strengths

Total Population Q2
N = 63,939 N =24

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with T]"U Sfed_AdVl.SOf



Here’s how you see your
areas of opportunity

Total Population Q2
N =63,939 N =24

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with TI‘"U StedAdVl.SOI'



Make it real:
Your TQ

1. What do you naturally
lead with?

2. In what ways do you score -+ + I
low on trustworthiness? T

3. How are your scores S
reflected in your
situation?

T trustworthiness

4. What’s one specific action credibility

you can take? reliability
[ 1timacy

S self-orientation

-2015 Andrea P. Howe. All rights reserved.



Being More Influential




Influence 1s as misunderstood
as trust

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with T]“'U Sde_AdVl.SOF



What drives influence
might surprise you

reciprocity

Ravised Edifion
Hatlonal Besisedlar

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with TI“USthAdVl.SOI'



Trust breaks down 1n conversations
in two key ways

tnership with | ruiste dAdvisor



Listening matters ... a lot

LET’S TALK
ABOUT...

15 Andrea P. Howe. All rights reserved. 1 Developed in partnership with ?E"‘llﬂi@dAdeSOf



It turns out the quality of our
listening also matters ... a lot

THE NEW YORK TIMES BEST-SELLER

“Understanding must precede

advice.” . ol
« ¥/ PrRINCIPLES
You have to let your partner ¥ ox Maxio
know that you fully MARRIAGE
understand and empathize ...
before you suggest a

(] ,, . -
SOIUtlon. A Practical Guide from the Country’s

Foremost Relationship Expert

JOHN M. GOTTMAN, PH.D.,

and NAN SILVER

© 2012-2015 Andrea P. Howe. All rights reserved. eveloped in partnership with TI"USthAdVl.SOI'



Influence is a function of listening,
not talking

Developed in partnership with TrustedAdViSOT



What Empathy Sounds Like “Sounds like

we haven’t
done a good

. job making
“I don’t see value in that.” our case.”

“That’s a

“We're just not sure which way to go.”
tough spot

to be in.” o
I'm very sorry to
hear that. I'm sure
(1% #4 = b
I'm dlsappomted by that’s frustrating,
your team’s results.” to say the least.”

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with 1 r'i1gte dAdvisor



You have to earn the right
to be right

RATIONAL NON-RATIONAL

[

s A
o )

A

oped in partnership with TI"USthAdVl.SOf



The good news: masterful listening
can be learned

Customer
Groups of 3 in 3 rounds Listener

* Your own customer
* Listener
* (Observer

1-minute setup:
Describe your customer’s interests, concerns

4-minute role-play
* Customer—be that customer; WEAR THE GLASSES!

* Listener—be yourself and paraphrase and empathize—only! -
p. 24

Observer

* Observer—take good notes and keep the others in character
2-minute debrief:

* Observer—share specific strengths, opportunities

* Customer—share your experience

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with Tl“’l] StedAdVl.SOI'



What did you discover?

Listener—What was hardest
about doing this?

Observer—What did the
listener do well? What were the
opportunities for
improvement?

Customer—What was your
experience?

What “ahas” did you have
as your customer?

© 2012-2015 Andrea P. Howe. All rights reserved. 47 Developed in partnership with TI‘USthAdViSOT




What Listening Says

“People often ask me how I, an American Jew, have been able to
operate in the Arab/Muslim world for 20 years, and my answer to
them is always the same. The secret is to be a good listener ...”

“... It's not just what you hear by listening that is
important. It is what you say by listening that is
important...”

“ ... Never underestimate how much people just want to feel that
they have been heard; once you have given them that chance, they

will hear you.”
Thomas Friedman

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with TrustedAdVisor



Make it real:
Customer listening

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with Irusted Advisor



Make it real:
Your trusted advisor toolkit

What tools, practices, mindsets,
maxims, and ways of being are in your
trusted advisor toolkit?

© 2012-2015 Andrea P. Howe. All rights reserved. 0 Developed in partnership with TI"USthAdVl.SOI'



There’s homework!

1. Validate your
Trust
Temperament™

2. Be an observer

3. BONUS:
empathize with
someone

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with TI‘"U S‘(_edAdVl. sor
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One word check-in

If you had to describe
in ONE WORD...

... avoiding words like “good,” “fine,”
and “OK” (in the interest of being

more descriptive) ...

... what word would you choose?

2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with TrustedAdVisor



How did it go?

1. Validate your
Trust
Temperament™

2. Be an observer

3. BONUS:
empathize with
someone

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with TI‘"U S‘(_edAdVl. sor



Review

4 . Resources
Loose End
We're making progress
Day 1 | Day 2
. Managing
Defining Tough
Trust Conversations
Assessing Making it
Trustworthiness

- Real

Being More m N Putting it All
Influential B8 EZ N SN Together
= 2

© 2012-2015 Andrea P. Howe. All rights reserved.
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Make it real:
Your trusted advisor toolkit

What tools, practices, mindsets,
maxims, and ways of being are in your
trusted advisor toolkit?

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with TI"USthAdVl.SOI'



How’s your
recall?

p. 28




Make it real:
Internal applications

© 2012-2015 Andrea P. Howe. All rights reserved.



There’s no shortage of resources
on this topic

The
Trusted

TrustedAdvisor

Being a Trusted Advisor at Q2 - May 24-25, 2016

ADVISOR

FIELDBOOK

Toolkit ® o8
w/ﬁ/

CHARLES&H.GREE
ANDREA P. HOWE

Comprehensive

THANKS AGAIN FOR YOUR
PARTICIPATION!

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with TrustedAdVl.SOT



How are we doing?

KEE

CALM

AND

STAY
FOCUSED

© 2012-2015 Andrea P. Howe. All rights reserved. 0 Developed in partnership with Tl‘ustedAdVl.SOF



Working with Trust
Temperaments™™

~R
=

,‘s
- .-




What’s in a Temperament?

Derived from the [Sé

Temperament™
two strongest Expert
variables Thiele
Your innate Protessor

preference when it Gy
comes to building KA

trust Connector

-2015 Andrea P. Howe. All rights reserved. 2 Developed in partnership with Tru StedAdVl.SOI'



“My goal wasn’t to make a ton of money.

Each Temperament bI'iIlgS q Itwas tobuild good computers.”

unique approach

d, follow or get out of the way.”
mas Paine

)

“Invisible threads archiils

strongest ties.”
— Friedrich Nietzsche

BDAD, .
“A genuine leader ispilo)sREEIdS 1006

consensus but a molder of consensus.”
- Martin Luther King, Jr.




Make it real:
Your Trust Temperament

In groups by Trust
Temperament™™:

. — A
1. What do people appreciate  [EEH s C|R|I|S
about working with your TT? Bl v v

2. What might frustrate them |
about working with your TT? [

Doer

Catalyst

3. What would your

slogan/bumper sticker/logo
be?

Steward

Connector

-2015 Andrea P. Howe. All rights reserved. Developed in partnership with TrustedAdvisor



TrustedAdvnsor

Trust Temperaments™ Summary

SSOCIATES LLC | ¢

EXPERT (CR)

STEWARD (RS)

YOU'RE GREAT AT soiving the hard problems.

» Peaople trust you for your expertise and follow-through.

= You're seif-governing and are able o priontze tasks to
get things done.

» You can be driven and competitive.

YOU CARE ABOUT
What others think of your work.

YOU'RE GREAT AT not letting your ego interfere with your
work.

People can count on you to do what you say you will.

«  You kesp clients’ interests top-of-mind.

= Your leadership comes from a willingness to serve
rather than a desire to dominate.

= You have concem for the team as well as the job.

DOER (RI)

OTHERS SEE YOU AS
Reliable, well-informed, up-to-date, and proactive.

YOU CARE ABOUT
Fuffilling the mission, tsking care of the organization.

YOU'RE GREAT AT meeting deadlines and adhering to
budgets.

» People feel safe with you and count on you to follow
through.

= You are dependable, optimistic, fnendly, and a good
listener.

= You roll up your slesves and get things done, often
working behind the scenes.

= Your word is your bond.

Your clear presentation of the facts

OTHERS SEE YOU AS

Genuine, consistent, and dependable. They don't worry
that you have a hidden or seifish agenda. They appreciate
that you can see both sides of a case and think from their
point of view.

YOU CARE ABOUT
Getting organized, getting the job done and getting others to
help you.

BENEFIT TO
YOUR and analysis, aleng with your informed
decision-making help clients believe
ORGANIZATION | your organization can be trusted.
At times your cbjectivity can block you
DOWNSIDE from taking emctional risks. Your

expertise can come 3Cross &
arogance.

BENEFIT TO You assume the role of carataker of
YOUR | any group you are in, whether it's in
ORGANIZATION | your job description or not.

OTHERS SEE YOU AS

The kindly drill sergeant, diplomatic and motivating. They
trust your common sense. Because you're very personable,
people are willing to follow your direction. People value your
organization, dependability, sincerity, and predictability.

+  Wamren Buffet—investor
« Alan Greenspan—economist
TEMPERAMENT
TWINS + Chnstine Lagrade—Managing
Director of the Infernational
YOU MAY KNOW Monetary Fund
«  Vince Lombardi—football coach

Others may interpret your
| collaborative nature as 3 lack of
personal ambition.

DOWNSIDE

“Lead, follow, or get out of the way'—

MoOTTO Thomas Paine

«  Margaret Mead—anthropologict
| = Bono—singer/humanitarian
»  Morgan Freeman—acfor
TEMPERAMENT | . Steve Wozniak—co-founder of

TWINS Appie Computers
YOU MAY KNOW | = Aung San Suu Kyi—Noble Peace
Prize winner
| = Ursula Bums—Charperson of
} XEROX
MoTTO “Do whatever it takes to meet the

| mission.”

BENEFITTO |
YOUR You motivate others to stay on task
ORGANIZATION
l‘ You may focus on the task at hand at the
| expense of the overall goal. To increase
DOWNSIDE | others’ trustin you, look for ways you can
broa:len your interest in other points of
' view, lowering your Seif-Onentation.
= Michelle Obama—First Lady of the
TEMPERAMENT Unied States
TWINS » Eleanor Roosevelt—former First Lady
YOU MAY of the United States
| = Sergio Marchionne—CEQ/Charman
KNOW of Fiat and Chrysler
»  Angela Merkel—German Chancellor
MoTTO

" “Let's roll up our slesves and all pitch in.”




Make it real:
Your TQ (cont.)

5. What have you
discovered about
your own Trust
Temperament™?

6. What have you
discovered about
others’ Trust
Temperaments™?

© 2012-2015 Andrea P. Howe. All rights reserved.

Advisor

Are Y O U as Trustworthy as You Think?

uiz and receive a 20 page report that

Developed in partnership with TrustedAdViSOT



Make it real:

Your Trust

Temperament <Notes>
How would
understanding your What action(s)
(respective) TT’s help will you personally
you improve your take to make it
relationship? better?

A colleague on
your team

A colleague
outside your
team

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with TrustedAdVisor



bR

I\.’l.fl::-rking with: | AN EXPERT(CR) ASTEWARD (RS) A DOER (RI) ACONMNECTOR(IS) | ACATALYST(CI) AT
Shared Cand R Shared R Shared R Alert! nothing shared | SHaredt
You'll align when you:
" Feroinongoals, " Feroimontasks " Consider the " Startwithalarger | " F
and plans for and timelines (R) human side of an context: what il
achieving them (R) | = Rajse and respond issue athand (1) improvement are C
® Linkissues tothe to practical ® Show your own youtrying to (
larger purpose or concerns (R) humanity—e.g., make? (C) Ll
Natural Mission; use * Listen deeplyto where areyoua " Shm'..' WOLIF W ¥
] “team” and “we" understand all little uncertain? (1) passionand t
uhg"ment language (3) aspects of an » |Jse logic and facts enthusiasm (C, 1) (
» Uselogic and facts issue/ opportunity judiciously; ® Brainstorm, rather | ® F
judiciously; (1 gppreciate the than have all the C
gppreciate the “"chades of grey” answers (C, 1) (1
“shades of grey” (5] {
AN EXPERT (CR) (5)
Watch out for your natural tendency to:
» Be competitive/ " Judge what seems | " Assume everyone | ® Assume everyone | ® Be competitive/ uE
greumentative (C) like lack of loves a good loves a good greumentative (C) d
®» Debate for the ambition (C) debate (C) debate (C) ® Emphasize rulesor | = J
sport of it, rather ®* Fail toanchoran * Move to action * Dismiss “small “shoulds” (C) I
thantomove an issueinthe big before considering talk” and personal | w sticktofacts and n
issue forward (C) picture (5) all the implications connections (1) figures, rather m
" Fail to considerthe | = Over-play your (R) " Over-play your thanideas and g
humanside of an expertise; appear | ¥ Dismiss “small expertise; appear implications (5 E

© 2012-2015 Andrea P. Howe. All rights reserved.
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Try a 30-day experiment

Goal:

Develop a new habit in an
area of trustworthiness
where you have the most
room to improve.

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with ITuste 1Ad ViSOF



Managing Tough Conversations




> X & & (A Search Bookmarks and History w2 - | 128z Google
~.':'~f|e‘-': X [

Well, this is embarrassing.

Firefox is having trouble recovering your windows
caused by a recently opened web page.

You can try:

» Removing one or more tabs that you think may be causing the problem

m Starting an entirely new browsing session

Restore Windows and Tabs
Facebook
& Time Out | Vicki Elam
€ Go Easy on Yourself, a New Wave of Research Urges - NYTimes.com
_1 Invoice: Andrea Howe
8 Google Docs - All items
“@ Trusted Advisor - Consulting Skills - London



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

Name It and Claim It

1S as easy as 1-2-3 " p.33
p. 33
1. Clarify the issue (Tip: 10 words or
fewer)

2. Inventory top-of-mind concerns, risks,
fears (yours)

3. Use caveats to say them out loud

Developed in partnership with TI"USthAdVl.SOf



Caveats are
conversational jewels “T'may be

completely
"W missing the
“There’s really ' g
no easy way to

mark ...”
say this ...”

outonalimb...”

© 2012-2015 Andrea P. Howe. All rights reserved. 73 Developed in partnership with | I'l18te¢ \Advisor



Name It and Claim It
is a socilally 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.”

2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with TI"U StedAdVl.SOI'



Saying the hard stuff
can be a trust trifecta

C+R+1

T trustworthiness
C credibility
R reliability

S I intimacy
S self-orientation

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

T

-2015 Andrea P. Howe. All rights reserved. Developed in partnership with TrustedAdVisor



The Case of the Lunchroom

If you were to ﬂ'

Name It and -

Claim It, what 'x:-:-lf‘ -
would you say? .y e & e LT
What caveats mE" 7 =t sty UK u' '\
would you use? _ . (| P

15 Andrea P. Howe. All rights reserved. Developed in partnership with T s::;.zodAdvisor



Make it real:
Getting issues on the table

Developed in partnership with 1 I'i1gte dAdvisor



Like death and taxes,
problems are inevitable

The problem is

© 2012-2015 Andrea P. Howe. All rights reserved. Developed in partnership with TrustedAdVl.SOf



Unfortunately, “my customer is a
jerk” is a terrible problem statement

» Subjective
« Unverifiable

» The object won’t be inclined
to agree

Developed in partnership with Truste dAd visor
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How you frame the issue is key

v Arigorous statement of fact, devoid of blame
v' Reftlects a “we” approach—it has you in it

v" Demonstrates a longer-term, relationship-based
perspective

v" Resonates emotionally as well as rationally

v' Imputes good motives

-2015 Andrea P. Howe. All rights reserved. 0] Developed in partnership with Tl“ustedAdVl.SOf



Use these four steps to transform
your problem statement

The problem as authentically as you can state it
Remove he/she/they

Eliminate the most common forms of the verb
“to be”

Make sure your “we” includes both parties

Imagine showing it to your customer—will it
resonate for her...and you?

-2015 Andrea P. Howe. All rights reserved. 1 Developed in partnership with TrustedAdVl.SOf



Re-framing
changes the conversation

“He doesn’t get it, and he’s rude.”
Remove he/she/they

“We can’t get him to understand, and he is

R “t b 2» .
e disrespectful.”

“We can’t get his attention or his respect.”
Make “we” inclusive

“We have very different approaches to
Test for resonance  communication.”

“We communicate differently, and that causes
frustration for all of us.”
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We’ve covered a lot of ground

Day 1 | Day 2
. % Managing
Defining &,{ ; m Tough
Trust ok ~*i..4= - (Conversations
Assessing "o Making it
Trustworthiness Zaw = - Real
Being More n B Putting it All
Influential B E SN =4 Together
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Make it real:
Building blocks for building trust

© 2012-2015 Andrea P. Howe. All rights reserved.
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Re-framing Problems
Name It and Claim It

Paraphrase and Empathize
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Make it real

What other tools, practices, mindsets,
maxims, and ways of being have been
added to your trusted advisor toolkit?
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Make it real

What haven’t I been HEARING?

What haven’t I been SAYING?

In what ways could I take more RISK?

What do I want that I haven’t been GIVING?

In what ways have I not been BEING a partner?

-

RABE, Y
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~ "Putting It All
Together
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So ... how’d we do?

Let’s respond
to those big
“How Do I's” ...
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Reflect on, distill, and share your learning

M ake it re al “ahas.” Summarize them here for easy

reference.

1. Distill it ... so five years

from now you

remember what
matters most

STORIES

2. Get 1nto action on your Stories bring the trust frameworks to life.
: : What stories (yours and others’) do vou want
customer situation to remember most? Note them here.

3. Create your 30-day
experiment
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Make it real

#10
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Cate Gregory
cgregory@trustedadvisor.com
, 1-703-346-5050
How will you choose ...

... to set yourself apart?
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