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BUILDING AND BUSTING TRUST

Often one of the most serious ongoing challenges to building trust and ensuring positive relationships
with customers, allies, colleagues, government, and employees is what it takes to establish trust in the
first place. It is by far easier to recognize the pattern of those behaviors and attitudes that damage
trust, or at least bring credibility into question. Put in a more interesting way, trust is a fragile magical
substance like the lignin in trees — it’s the glue that holds the fiber of relationships together. Trust is
the most fragile and vulnerable agent in a relationship.

First, some important definitions:

Candor: Truth with an attitude, truth plus the facts, truth plus some perspective, truth that
reflects that there may be other observations on the same set of circumstances and facts, but from
different points of reference.

Credibility: Always conferred by others on those whose past behavior, track record, and
accomplishments warrant it.

Empathy: The ongoing, often continuous verbalization of regret, embarrassment, or personal
humiliation, promptly conveyed.

Integrity: The admiration by others shown toward people, products, companies, even ideas and
concepts generated by the attributes of credibility, candor, and empathy.

Trust: Generally the absence of fear, the feeling of reliability and that adverse situations, pain,
or mistakes will have less impact or be pre-empted with the aid of the relationship.

It is often assumed that once a bond of trust is established, it is difficult to break. Experience

demonstrates that a bond of trust, once established, generally makes reestablishing a relationship easier
but the bond itself is fragile. What is truly difficult is trying to develop specific behaviors that can
“build” trust. It is easier to identify the behaviors and attitudes that fracture the bond of trust. The
most commonly seen trust-busting behaviors are listed and described below.
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