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“It is better to be trusted 
than to be loved.” 
David O. Mackay

A Recipe For Trust
Ingredients:

Thinking. The first ingredient in 
creating trust is to think before you speak. 
Introverts are better at this than extroverts. 
When we speak quickly or spontaneously, 
or as we often say at TLC, “think out 
loud,” our message may not come out 
as intended. Perhaps you have been surprised at 
a blooper that came out of your mouth in the past. 
Especially when we are speaking to a person who we 
are somewhat unfamiliar with, we need to think before 
we speak. It doesn’t take that long; three seconds is 
a lot of think time for our brains. When you are giving 
tough messages, such as corrections, think first and 
you will find a better way to say it.

Respect.  The person you are striving to establish 
trust with may be quite different from you. You do 
not have to agree with their differences, yet you do 
need to accept their right to think, act, look, and 
speak differently. Being different does not make them 
better or worse, it just adds variety – like spice. There 
is more than one way to accomplish something. To 
demonstrate respect, listen first. The other person just 
may say something that creates a new idea or attitude 
within you. 

Understanding. To understand a point of view, 
it is necessary to momentarily set aside what you 
already know. Your own thoughts can get in the way of 
understanding what the other person means. Remind 
yourself to open up the possibilities when you are 
receiving new information. Once you can restate in 
your own words what you think the other person is 
saying, and they agree with your restatement, then 
you have accomplished understanding. Now, add it to 
what you knew before and see how your perception 
has changed.

Sincerity. No matter how well you listen, the 
thought you place in your comments, or how many 
good questions you ask to gain understanding and 
demonstrate respect, these must be delivered with 
sincerity. Body language and vocal tone are the 
base ingredients of sincerity. Moving slowly and 
lowering your pitch, volume, and rate will increase the 
perception that you mean what you say.

Time. This ingredient is what yeast is to 
bread. Know that approximately 54% of the 
population in the United States requires time 
for the trust to rise. Invest in relationships. 
Under-promise and over-deliver. Do what 
you say you will do. Follow through. Get into 
the details. Slow down. Exhale. The great 
equalizer is time because we all have 24 
hours today. How we spend that time is a 

choice. Choose to spend it wisely and you will 
build trust in others.

You may notice that the amount of each 
ingredient was not specified. Use as much as 
you need to gain the final result that you seek. 
Mix well with effective communication to achieve 
trust. ❖

In The News
On October 17th TLC joined with SHRM (The 
Society for Human Resource Management) for 
the 15th annual Southeast Human Resource 
Conference in Atlanta, GA. The extraordinary 
exhibits were filled with great information and 
staffed by some fantastic people. Many of you 
signed up for our newsletter. We welcome you 
and say hello. We enjoyed getting to know you, 
playing a round of putt-putt at our booth, and 
talking with you about the challenges you face at 
your organizations.

We gave away two door prizes. 
Congratulations to:

Aleah Hawks, of the Cobb County 
Government. Aleah was the winner of one seat at 
our Season Tickets seminar on December 16th , 
S.O.S., Success Over Stress. (A $333.00 value).

And D. Vanessa Bryant from The Ritz-
Carlton for winning a two-night stay for four 
people at Spring Creek Retreat in Reliance, TN. 
(A $500.00 value).

For more information about SHRM please 
visit their website at www.shrm.org

To view information and photos regarding 
Spring Creek Retreat, visit our website at 
www.springcreekretreat.com ❖

Featured Topic: Establishing Trust

Our next issue will focus on 
Acquiring Buy-In.

Looking Forward

You might also be interested 
in our May 2004 edition: 
Raising the Level of Customer 
Service or read other previous 
issues of The Exchange.

Looking Back

http://www.shrm.org/
http://www.springcreekretreat.com/
http://talklisten.com/exchange/2004/may/
http://talklisten.com/exchange/2004/may/
http://www.talklisten.com/newsletters/
http://www.talklisten.com/newsletters/
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Acquire Trust Through 
Information
By Vincent Ivan Phipps, B.S.

How skillful are you in getting others to trust your ideas?  
How much more could you accomplish by being able 
to persuade your team to see that your point of view or 
perspective is the most advantageous?

A key rule of acquiring trust is simply to provide 
information.  Often we break this basic rule by 
substituting our opinions when facts are the better 
tools to get others to agree with us.

For example, suppose your company is to select 
one of two consulting firms.  You like FIRM A but every 
other member of your team likes FIRM B because 
that’s the firm the company has always used.

Assume the following is true:
The quoted cost from FIRM A is $5,000.  The 
delivery time promised is 3 days.  Customer 
service support is available 24/7.
The quoted cost from FIRM B is $6,500.  The 
delivery time promised is 7-10 days.  Customer 
service support is available Monday-Friday from 
9:00 am-3:00pm.

To acquire the team’s trust, avoid opinionated 
statements.  Examples include:

FIRM A is much better.
It’s time for a change.
Overall, FIRM B is no longer the best choice 
for us.

Rather, use informational statements such as:
By switching from FIRM B to FIRM A, it will 
save us $1,500.
Today is the 10th, with FIRM A we will have 
delivery by the 13th.  With FIRM B, the soonest 
it would arrive would be the 17th.
IRM B stops their customer service at 3 p.m.  
Since FIRM A has 24-hour support, our second 
and third shift would always have support.

Although the opinionated statements may be 
true, they lack the facts to acquire trust.  Remember 
you convince people easier by using facts instead of 
opinions.  If you agree, then I’ve earned your trust and 
you willingly buy-in! ❖
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Featured Service
By Don Wheeler

In last month’s Featured Service column, I wrote 
about the different services TLC offers. What a 
response! Several people told me that they had 
no idea we specialized in so many different types 
of communication training.  By a vast majority, 
the question that was most asked of me was, 
“What type of TLC training has the largest impact 
on people?” That’s an easy answer: Individual 
Coaching.

Individual coaching provides a person 
with private, customized training that is results-
oriented. We determine your needs through the 
initial consultation and assessments and then 
design an individualized program for you.

Individual coaching focuses on specific 
areas such as:

Enhanced leadership skills
Better people skills
Conflict resolution
Increased sales and organization
Better presentation skills
Improvement in listening skills

We accomplish this through:
Private, individualized sessions
Work-related examples
Consultations with employers & peers
Video-recorded skill practices
Documented success

Who benefits from this type of training?  
Anyone who must:

Listen
Provide leadership
Negotiate
Handle rejection
Deal with conflict
Conduct meetings
Give presentations
Talk on the telephone
Adapt to different people

We would be glad to sit down with you and talk 
about your individual needs. Make a resolution to 
make 2006 a successful and profitable year and 
improve yourself first!

Happy New Year! ❖
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What Our Clients Are Saying
TLC received the following feedback from one of our 2005 Season Tickets Seminars:

“Loved the energy”
“The speaker is one of the best I have had the pleasure to hear.”
“It showed me what I need to work on in my leadership of other people.”

“One kind word can warm 
three winter months.” 
Japanese Proverb

Look for nonverbal signs of 
disagreement.

Resist the temptation to 
use words such as: “you 
have to,” “because I said 
so,” “that’s just the way it 
is” etc.

Before discussing a 
challenging situation, 
prepare yourself by finding 
different ways to ask the 
same tough questions.

✓

✓

✓

Helpful Hints
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Trust Yourself
When we ponder what it means to trust, our focus is 
usually on others.  Will that person let me down?  Can 
I count on what he says?  How much can I trust her?  
While these questions are valid guides to decisions 
you may make, there is a far greater one: Do I trust 
myself?

Perhaps you currently have an idea that begins 
to take shape as you make plans.  At some point in 
the timeline, you more than likely begin to question 
yourself.  Suddenly you are consumed with thoughts 
of self-worth, ability, stamina, and even desire.  By not 
taking action, you have actually made a decision to not 
trust yourself.

How often do you read about someone who took 
their idea through to fruition and now they are receiving 
the rewards?  Are you nagged by the thoughts that, “I 
could have done that!”  Could have.  Should have.  
Didn’t.

What does it take to trust our own instinct, ability, 
and ideas?  Trust is all that we have until we have proof.  
Once we have proof, we don’t need trust.  Until we 
have proof, trust is the difference between possibility 
and probability.

Healthy trust requires a diet that will sustain it.  
Listen to what you say to yourself.  Are you encouraging 
or discouraging?  When an obstacle comes, are you 
more likely to determinedly find a solution, or is this 
the excuse to quit?  Are you relying solely on others to 
trust you when you are feeling discouraged?

If establishing trust in yourself is important 
to you, here are some measures you can take to 
solidify it:

Begin each morning making positive 
affirmations.  These need to be statements 
that are first person (“I”), present tense 
(“am” rather than “will”), and positive.  
You have about thirty minutes when you 
first awaken before the left hemisphere of 
your brain turns on.  This is an opportune 
time to give a healthy dose of positive 
thoughts.
Seek small accomplishments every day.  
Rather than only celebrating when the big 
goal is reached, find pleasure in the small 
steps.  Look for four of these each day.
Move.  Motion changes emotion.  Exercise 
can restore the chemical balance in your 
body, gives you a sense of accomplishment, 
and makes you physically stronger.
Go to bed early.  Whatever your sleep 
routine, go to bed an hour earlier.  Just 
before you fall asleep, count your blessings 
not your problems.  If a nagging thought is 
keeping you awake, tell yourself that you 
will find the solution while you sleep and 
have the answer when you awake.  Try it.  
It works!
Get more organized.  It is difficult to 
accomplish the tasks you have planned 
for the day if you can’t find things, are 
over-booked, and constantly fighting 
fires.  Don’t just make a to-do list, rather 
schedule this list into your calendar over 
the next several days.  

Stop.  Think.  Trust yourself. ❖  
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Getting Off Scot Free
When we use the term, “getting off scot free,” we are 
referring to someone who has totally gotten away with 
something or has been cleared of any wrong doings 
even though they are guilty.  Where did this term come 
from and how does it relate to this month’s theme of 
‘Acquiring Trust’?  Have a little trust and continue 
reading to find out! 

The “scot” in “scot free” is a Scandinavian word 
for a payment or a tax, as in “tax free” or, “free from 
payment.”  Around the 13th or 14th century, a tax was 
issued to help the poor.  Your financial and social status 
determined the amount you paid. If you were well to 
do, you paid more scots or taxes.  If you were already 
destitute or poor, you got off scot free, meaning you 
paid and owed nothing.

Trust is acquired through accountability.  Rather 
than trying to get off “scot free”, hold yourself 
accountable for your actions and the trust of others 
will come naturally. ✽

Happy Birthday!
A very happy birthday to our clients whose 
birthdays are in December:

Brian Baker	 Lori Taylor (Varner) 
Khadir Paden	 Doug Manggrum 
Lachon Graybill	 Andriette Turner 
Charles Pelcher	 Jayanth Manay 
Steve Walker	 Misty Tate 
Ricky Francis	 Bruce Hulse 
Margaret Fox	 Robert Thomas 
Daniel Sklar	 Aaron Dean 
Bob Lehmann	 Robert Max 
Rick Rowell	 Susan Hopper 
Rebecca Quigley	 Debra Johnston 
Phil Sanford	 Lee Doan

“Hold yourself responsible 
to a higher standard than 
anyone expects of you.  
Never excuse yourself.” 
Henry Ward Beecher

“It is better to suffer wrong 
than to do it, and happier 
to be sometimes cheated 
than not to trust.” 
Samuel Johnson

Use numbers, dates, and 
other specifics to acquire 
buy-in.

Ask open questions to 
uncover the reasons behind 
resistance.

Listen to all of a person’s 
reservations before trying to 
persuade.

✓

✓

✓

Remember To
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TLC establishes long-term relationships with our clients.  If we have helped you or if you believe our 

approach to change would work for someone you know, please communicate with us by e-mail 

tlc@talklisten.com or phone 1-888-232-2873.  We work with individuals and groups on the following 

subject areas: attitude, listening, body language, voice, leadership, compliments and corrections, 

behavioral style, teamwork, effective meetings, public speaking, accent reduction and much more!

CEO CORNER: “Trust Me”
By Beverly Inman-Ebel, MA CCC-SLP

Words matter to me.  I am concerned about 
the way they are thrown together sometimes, 
without thought or sincerity.  For instance, 
how many times does someone ask, “How 
are you?” as they brush past you?  Not waiting 
for an answer, it is apparent they really do not 
want to know how you actually are.

Another one that stops me in my tracks is, 
“Call me – we need to have lunch sometime.”  When 
someone tells me that, to their surprise, I usually whip 
out my calendar and suggest a date.  Many of our 
social phrases are void of meaning and we say them 
out of habit.  What a shame!

One phrase that is abused is when someone 
says with a sarcastic tone, “Trust me.”  Those two 
words are precious and do not deserve to be a cast-
away expression.  Say them sincerely right now, out 
loud… “Trust me.”  You probably dropped your pitch 
and slowed down.  There is magic in that phrase now 
and there is work to be done.  To sincerely command 
someone to trust you requires action on your part.  You 
must follow through with your pledge.

My older son used to hate getting water in his 
face when he was a toddler and young child.  He was 
standing by the shallow side of the pool, wanting to 
jump in, but afraid of getting his face wet.  Standing 
in only three feet of water, I assured him that I would 
catch him before his head went under the water.  I 
looked him in the eye and said, “Trust me.”  He did 
and, to his delight and my exhaustion, he continued to 
jump into my arms for over an hour.  The next day, with 
his newly found trust, he wanted to jump off the diving 
board.  I was not certain that I could tread water and 
catch him.  I said, “If you want to jump here, Momie 
will grab you after you hit the water.  You can trust me 
that I will not let you be alone.”  It took him another 
year before that deal was acceptable.  To this day, I 
believe my son trusts that what I say I will do.

How about you?  When you tell someone to trust 
you, will you stop and think first to make sure you can 

fulfill the requirements?  Trust is not a word I want 
to fade into a meaningless idiom.  Let’s use it with 

care.  
Without trust, there is no faith.  

Without faith, there is no hope.  Without 
hope, there is no joy.  Without joy, there 
is no life.  During this holiday season, I 
wish for you life, joy, hope, faith, and the 
ability to trust.  May you give and receive 
the gift of trust, for then you can live your 
dreams! ❖

Ask The Experts
Dear TLC,

I lead a monthly sales meeting.  At times it seems 
like we can barely agree on what toppings we 
should have for our bagels.  I think my ideas are 
good but I can’t get the other participants to go 
along with me.  By the time I get everyone on the 
same page, my voice is hoarse and I’ve used up 
all my energy.  What advice can you give so I can 
get everybody to go along with what I want?

-Burned Out Bagel

Dear Burned,

It sounds like a lot of discussion occurs during 
the meeting prior to decision-making.  In the 
future, pre-send an agenda letting everyone 
know the purpose is to obtain agreement.  Have 
participants send in suggestions before the 
meeting, then incorporate your ideas with the 
other ideas you received.  

After everyone arrives, announce the first 
agenda item is to confirm agreement by choosing 
from one of the pre-determined options.  Although 
everyone might not get their number one option 
chosen, the majority will and the others will be 
content with their number two option being 
accepted.

“You may be deceived if 
you trust too much, but you 
will live in torment unless 
you trust enough.” 
Frank Crane

“A Christmas candle is a 
lovely thing; 
It makes no noise at all, 
But softly gives itself away.” 
Eva Logue

TLC, Talk Listen
Communicate, LLC
842 S. Germantown Road
Chattanooga, TN 37412
Phone: 423-622-8255
Fax: 423-624-4365
1-888-BECAUSE
Email: tlc@talklisten.com
www.talklisten.com
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