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Reinforcement Meeting Options

The Trust Edge Reinforcement Program is designed to equip you to lead your team through meetings and discussions to further the work of building and maintaining Trust.  The resources in this program can be used as a starting point for reinforcement ideas. You can find an index of our recommended two-year reinforcement plan on page 20, or you can choose your area of focus based on Key Issues your company, team, or individual may be facing (pg. 18). The way you use this program is up to you! To help you get started, below are short descriptions of each meeting type. 

· General Discussion – This meeting is designed to open discussion about any key issue related to Trust. Following the identification and discussion, participants can How How How™ an action individually to take on the identified issue. 
· Pillar Reinforcement Discussion– A short review of one of the 8 Pillars of Trust with discussion around where successes and challenges have been experienced related to the specific pillar. The discussion is designed to identify an area of opportunity and How How How ™ an action a participant can take on the opportunity. 
· Case Study Discussion– Case Studies are a great way to stimulate problem identification, productive discussion, and problem-solving techniques as well as reinforcement of the Trust Edge common language. During this process, a singular pillar should be identified, and how the implementation of that pillar’s core concept(s) could have helped improve or redirect the situation. 
· Trust Edge Concept Discussion– Trust Edge Concepts are important tactics to build the 8 Pillars of Trust. These meetings are designed to teach the concept and show how it can be directly applied to the work of building a high-trust organization or culture. 
[bookmark: General] 


General Discussion
Everything of value is built on trust. 
Check-In
What have you seen as an example of Trust? 
____________________________________________________________________________________
Any barriers to building trust? 
____________________________________________________________________________________
Discussion Questions
What’s our biggest challenge right now? _________________________________________________________________________________________________________________________________________________________________________
What is one of the core issues (above) in terms of the 8 Pillars of Trust? __________________________
____________________________________________________________________________________
What is the most important action we can take on this issue in the next 30 days? __________________
_________________________________________________________________________________________________________________________________________________________________________
How? ________________________________________________________________________________
How? ________________________________________________________________________________
How? ________________________________________________________________________________
	Who? _________________________________________________________________________
	When? ________________________________________________________________________
	Where? _______________________________________________________________________
It’s the little things done consistently that make the biggest difference. 
Next Meeting: 
Date ___________   Time ___________   Place _________________    Leader _____________________

[bookmark: PR]Pillar Reinforcement 
Everything of value is built on trust. 
Check-In
What have you seen as an example of Trust? 
____________________________________________________________________________________
Any barriers to building trust? 
____________________________________________________________________________________

Pillar of the Month _________________________

Celebration
What is the strongest pillar of trust in our team or organization right now? 
____________________________________________________________________________________
Opportunity
Where is our biggest opportunity pillar that we should focus on strengthening right now? _________
____________________________________________________________________________________
What is the most important action we can take to strengthen this pillar over the next 30 days? _______
____________________________________________________________________________________
How? _______________________________________________________________________________
How? _______________________________________________________________________________
How? _______________________________________________________________________________
	Who? _________________________________________________________________________
	When? ________________________________________________________________________
	Where? _______________________________________________________________________
How can Trust Edge Language be more deeply embedded or transformative in our culture? 
____________________________________________________________________________________
Next Meeting: 
Date ___________   Time ___________   Place _________________    Leader _____________________
[bookmark: CS]Case Study Discussion
Everything of value is built on trust. 
Check-In
What have you seen as an example of Trust? 
____________________________________________________________________________________
Any barriers to building trust? 
____________________________________________________________________________________

Case Study 
Take your time reading through the scenario presented. As you are reading, think about the questions listed below. 

· What are the primary pillars that have been damaged in this situation? 
· How did each person influence the damaged trust?
· What other questions come into play? 

What pillar, if addressed sooner, could have prevented this situation?____________________________
How? _______________________________________________________________________________
How? _______________________________________________________________________________
How? _______________________________________________________________________________
	Who? _________________________________________________________________________
	When? ________________________________________________________________________
	Where? _______________________________________________________________________

Next Meeting: 
Date ___________   Time ___________   Place _________________    Leader _____________________

[bookmark: TEC]Trust Edge Concept Focus
Everything of value is built on trust. 
Check-In
What have you seen as an example of Trust? 
____________________________________________________________________________________
Any barriers to building trust? 
____________________________________________________________________________________

Trust Edge Concept: 
______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
What ideas would you add to make this concept better or more relevant to you? _________________________________________________________________________________________________________________________________________________________________________
Next Meeting: 
Date ___________   Time ___________   Place _________________    Leader _____________________
[bookmark: PV]
Pillar Videos 




□ Clarity  
□ Compassion 
□ Character 
□ Competency 
□ Commitment 
□ Connection 
□ Contribution 
□ Consistency 
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[bookmark: S1]Scenario 1

Chris is a 54-year-old management analyst who has been assigned to work for Blake, a 30-year-old new supervisor in a large car dealership. Blake asked Chris to put together a staff briefing on the current month’s sales with projections and “something motivational” to get the sales staff more engaged to target numbers. 
Chris, a seasoned analyst, put together a briefing sheet with accurate figures complete with quotes from a few of the top “motivational gurus” including Zig Ziglar. Chris stopped by Blake’s office to find out if anything else was needed and found Blake just finishing up with the briefing sheet. 
Blake looked up and said, “I asked for a staff briefing and this is not what I had in mind – how am I supposed to present to our sales staff without a presentation? I expected more from an experienced analyst.” 
“Try something that looks more modern – who has even heard of Zig Ziglar? I want a PowerPoint presentation before the end of tomorrow.” Chris left Blake’s office with cheeks flaming and went back to start again.






[bookmark: S2]Scenario 2

Toni has been employed in the Customer Service Unit for about six years. In the last six months, you noticed a change in Toni’s behavior. You noted your observations in your desk notes. 
Observation 1: Toni started arriving at work a little late a couple of days each week – 5 minutes or less – rushing in the door with an apology and setting straight to work. You stopped by and asked Toni to try and be on time. 
Observation 2: While the lateness became more sporadic, Toni’s demeanor changed from being a cheerful, willing-to-help employee to being a polite, “stay in your lane” employee who rarely offered to help others. You dropped by her desk and asked casually if everything was “okay” to which Toni responded, “It’s fine.” 
Finally, when Toni’s behavior continues to move toward being a “do the minimum, last in the door- first out the door employee, you ask Toni into your office to intervene. 
“Toni, I’ve asked you in here to tell you I’ve noticed a drastic change in your behavior over the last six months. I don’t know what’s going on with you, but it must stop. You need to be on time every day, at your desk ready to work when the workday starts. You also need to figure out how to get back to being your “old self” and act the way you did your first several years here. Up to now, you have been a valuable, contributing employee, but this recent shift in your behavior and attitude are not acceptable. I don’t have anything further.”
Scenario 3

Kelly has worked for your organization for about eight years. Kelly is a lawyer, although the role in your office is something different. Employees have complained that Kelly is running a law practice (Kelly has an outside employment agreement authorizing work as a part-time tax attorney) from the office where you employ Kelly. Employees generally talk about Kelly’s side business during the lunch hour stating that Kelly takes calls for the law practice during work hours at your (primary employer) office. Employees have told you they brought it to several supervisors’ attention (and you are the latest supervisor to have the complaints brought to you) although the behavior has continued under your tenure. When you finally ask Kelly about the behavior, Kelly quits after admitting to building a law practice over the last eight years, so Kelly no longer needs this job.








[bookmark: S4]Scenario 4

Sam is a 58-year-old receptionist who has been with their current employer for close to 30 years. Sam has brought great value to the organization as a warm and welcoming presence and in fact, was the first person most of those who currently run the company met during their hiring process. Sam has failed to update their skills and hasn’t been made to do so by any of Sam’s former supervisors. When Sam’s supervisor retires, and a new supervisor takes over, Sam’s refusal to update their skills is very frustrating to the new supervisor. Sam still insists on using the fax machine, sticky notes, and the telephone as the primary communication and refuses to learn updated skills, primarily email and electronic document use and storage. Others in the organization have begun noticing Sam’s lack of current, updated skills, but they still like Sam a lot. Sam’s new supervisor has a meeting with Sam to talk about the need for updated skills, but Sam doesn’t make the requested changes, citing discomfort and not understanding anything about computers. As the new supervisor, you are the one to put Sam on a performance improvement plan that ultimately ends with Sam leaving the organization before attaining 30 years






[bookmark: S5]Scenario 5

Alex is an employee with a flair for landscapes and cityscapes. Alex has begun to have moderate success with local art shows selling out of Alex’s work. For Alex, an accounts receivable clerk by day, this is very exciting news and Alex shares the news with coworkers and the accounts receivable supervisor. Alex’s supervisor is very supportive and indicates attendance at the next show. The next show comes and goes, and the supervisor doesn’t make it. A co-worker of Alex makes sure the supervisor knows about the missed art exhibit. Alex’s supervisor apologizes to Alex and says they will attend the next show to be supportive and see Alex’s work in person. The next show comes and goes, with Alex and the same co-worker reminding the supervisor the day before the event, and still, the supervisor misses the show. On Monday, the supervisor realizes the mistake and apologizes profusely for missing the show, and lets Alex know a third show won’t be missed! The third show comes and goes – and Alex stops talking about art shows at work and becomes less willing to share personally.
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Scenario 6
Rowan shows up for a scheduled meeting just as the supervisor runs out the door for a last-minute meeting “upstairs.” The supervisor says to reschedule for next week. Rowan makes the appointment. 
“Next week” comes and Rowan shows up for the appointment with the supervisor. As Rowan begins updating the supervisor on a current work project, the phone rings and the supervisor indicates a need to answer the phone. Once on the call, the supervisor asks Rowan if Rowan would just step outside for a few minutes and close the door. After about 5 minutes or so, the supervisor gestures Rowan back into the office to finish a quick update on the report so the supervisor can get to the next meeting. “So sorry we were interrupted, but we’ll catch up again next week.” 
At the next meeting, Rowan comes prepared to be interrupted and not very prepared to give an update. Rowan is surprised the supervisor is paying attention and quickly runs out of planned updates. The supervisor asks several questions that Rowan doesn’t have answers to, and the supervisor asks that Rowan be better prepared for the next meeting and schedules a 4th meeting on the projects with Rowan. 
Rowan is very prepared for the meeting and arrives a few minutes early to find the supervisor in the middle of some email and calendar updates. The supervisor waves Rowan in and asks Rowan to start the report-outs while the supervisor is still fussing with emails and meeting schedules. The supervisor makes some brief comments like “okay” and “I see” but makes only over-the-shoulder eye contact with Rowan during the meeting. When Rowan stops talking, the supervisor asks if there is anything else and Rowan says there isn’t. The supervisor looks up briefly and thanks Rowan for the great update and says, “keep up the good work” as the supervisor goes back to the computer screen.
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Scenario 7

Charlie, the supervisor of a training team consistently arrives a little late for work claiming “traffic issues” most days. Charlie also has closed-door phone meetings any time there is physical labor to be done – classroom set up, supply carrying, hanging of posters or paper – all the things required to run classes at times. 
Charlie volunteers to help with classes but rarely shows up to do the piece that was assigned. This leaves other instructors to pick up the slack and although they know the material, it is very “last minute.” 
Charlie has assigned all four subordinates training projects and stops by each trainer’s office occasionally to see if they need anything. The instructors report that the projects are “fine” and that they don’t need any help. 
One instructor turns in the facilitator guide and student workbook and gets them back “bleeding” with changes, corrections, and “suggestions.” This is the first instruction Charlie has given the instructor on this project – a class scheduled to pilot in three weeks. 
Whenever there are holidays, Charlie asks the team who is planning to work the day before or after the holiday, so that there is office coverage. Charlie is the first one to schedule days off around holidays and wants to make sure someone will be there to handle the office.

[bookmark: S8]
Scenario 8

Dakota is an employee who loves the morning shift. Arriving at work early for a 5:00 am start is typical, and Dakota greets everyone who arrives with “the coffee is ready” and some version of “let’s make it a great day.” Although seen as a little annoying by some of the “non-morning” people, co-workers generally like Dakota’s attempt to get the day off to a positive start, in great part because of the genuineness of Dakota’s smile and greetings. 
Dakota’s new boss, Casey, has been on site for about 3 months and doesn’t always arrive with the early shift and generally makes it in with the 5:00 am group once or twice a week. Casey doesn’t say much in the mornings. Casey generally stays in the supervisors’ area and doesn’t interact much with the rest of the team on the early shift. 
During Casey’s first month, Casey would greet the early shift employees pleasantly, always sure to say hello back to Dakota with at least a small smile of greeting. As the next month came and went, Casey, became less overtly friendly only casting an occasional fleeting smile at Dakota and even ignoring the greetings altogether about half the time. Once or twice in the last month, Casey made a somewhat sarcastic comment when greeted by Dakota’s singsong “hope you have a great day” type comments. Things like “not likely with you chirping so loudly” or “I fail to see how anyone can be as happy as you are at 4:45 am.” 
Today, however, Casey whirled on Dakota as Dakota was about halfway through the “it’s a great day to….” statement and said, “Shut up. Just shut up. From now on I don’t want to be greeted by anyone and especially not you with your “the sun will come out” attitude. No one needs that kind of happy-face crap at the crack of dawn. Don’t even say hello to me until I say hello to you first. That means some days we just won’t talk at all.” Casey stomped down the hall and didn’t come back
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Clarity Pillar
[bookmark: MVP]MVP Model 							Completed ____ /____ / ____ 
[bookmark: Quick]90-Day Quick Plan 						Completed ____ /____ / ____
[bookmark: How]How How How? 						Completed ____ /____ / ____
[bookmark: ODC]ODC Method 							Completed ____ /____ / ____

Compassion Pillar
[bookmark: LAWS]LAWS of Compassion 						Completed ____ /____ / ____
[bookmark: SPA]SPA Method 							Completed ____ /____ / ____
 
Character Pillar
[bookmark: Orgs]Organizations of Character				 	Completed ____ /____ / ____

Competency Pillar
[bookmark: Input]Input à Output 						Completed ____ /____ / ____
 
Commitment Pillar
[bookmark: PA]Personal Accountability 					Completed ____ /____ / ____

Connection Pillar
[bookmark: Shield]Trust Shield 							Completed ____ /____ / ____

Contribution Pillar
[bookmark: DMA]DMA Tool 							Completed ____ /____ / ____
[bookmark: Es]6Es						 		Completed ____ /____ / ____

Consistency Pillar
[bookmark: SEEDS]SEEDS								Completed ____ /____ / ____

Other
[bookmark: Counter]Counterforces of Trust					Completed ____ /____ / ____
[bookmark: Rebuild]Rebuilding Trust						Completed ____ /____ / ____
[bookmark: Build]Building Trust in Crisis						Completed ____ /____ / ____

[bookmark: problem]Problem-Solution Quick Guide
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Are you facing…						Then apply… 
Lack of Clarity							MVP Model
Unclear goal/lack of focus					90-Day Quick Plan
Lack of Prioritization/focus					How, How, How?
Unclear Expectations						ODC Model 
Lack of empathy						LAWS of Compassion
Lack of Appreciation						SPA Method
Weak performance/lack of daily results				Decision-Making Values
A culture of low character 					Organizations of Character 
Lack if intentionality 						Input/Output
Lack of Connection						Trust Shield
Lack of Motivation						6 Es Model 
Burnout 							SEEDS
Internal barriers to trust efforts					Counterforces of Trust
Lost Trust 							Rebuilding Trust
Uncertain Times 						Building Trust in Crisis
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1 Year Plan
January
□ General Discussion 
February
□ Pillar Reinforcement – Clarity 
March 
□ Concept - How How How?
April 
□ Pillar Reinforcement - Commitment 
May
□ Case Study - Scenario 5
June
□ Pillar Reinforcement - Contribution
July
□ Concept - DMA Tool
August
□ General Discussion
September
□ Concept - Rebuilding Trust 
October
□ Pillar Reinforcement - Character
November
□ Case Study - Scenario 3
December
□ Concept – SPA Method

























2-Year Reinforcement Plan
Year 1:
January 
	□ General Discussion	
February
	□ Concept: Counterforces to Trust 
March
	□ Pillar Reinforcement: Consistency
April
	□ Case Study: Scenario 8
May
	□ Concept: SPA Method
June
	□ Pillar Reinforcement: Compassion
July
	□ Case Study:  Scenario 2
August
	□ Concept: How How How 
September
	□ Pillar Reinforcement: Clarity 
October 
	□ Case Study: Scenario 1 
November 
	□ Concept: DMA Tool 
December
	□ Concept: Rebuilding Trust 



Year 2:
January 
	□ General Discussion
February 
	□ Pillar Reinforcement Character 
March 
	□ Case Study: Scenario 3
April
	□ Concept: ODC Method
May
	□Pillar Reinforcement: Commitment 
June
	□ Case Study: Scenario 5
July 
	□ Concept: Input à Output
August 
	□ Pillar Reinforcement: Contribution 
September 
	□ Case Study: Scenario 7
October 
	□ Concept: 90-Day Quick Plan
November 
	□ Pillar Reinforcement: Connection 
December 
	□ Pillar Reinforcement: Competency 
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