“Once you really understand the hard, measurable economics of trust, it’s like putting on a new pair of glasses. Everywhere you look, you can see the impact–at work, at home, 
in every relationship, in every effort.” 
– Author Stephen Covey
Why Building Trust is a Business Imperative
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Trust is often misperceived as a hidden, intangible variable in the formula for organizational success. On the contrary, according to author Stephen Covey’s book, The SPEED of Trust: The One Thing that Changes Everything, trust actually increases speed and quality of operations, which decreases cost. 

Trust is a business imperative and requires trusting the character, competence and credibility of individuals. In 2004, following Luxottica Group’s acquisition of Cole National, the organization’s efforts to reach out to new employees in order to avoid culture clashes and retain key talent, resulted in Luxottica Group being recognized with the 2007 Optimas Award for Managing Change by Workforce Magazine. Luxottica human resource officials made frequent trips from their North American headquarters in Mason, Ohio, to the central Cole office in Twinsburg, Ohio. The visits – which typically lasted for a week and continued for several months – were designed to ensure that the company demonstrated a culture of inclusiveness.
Covey relates his moment of understanding about the impact of trust to an experience he had during a guided fly fishing trip in Montana. When the guide questioned if he saw any fish when looking into the river, he responded that he did not see fish, but saw only the water and the sun reflecting off the water. The guide then handed him a pair of polarized sunglasses. According to Covey, once he put on the glasses, he could see many fish in the water– fish that were always there but were hidden until he put on the glasses. Covey called the glasses his “trust glasses.”  

Covey arrived at his conclusions about the importance of trust as a result of struggles during the merger of Covey Leadership Center and Franklin Quest.  For Covey, the merger experience was grueling and initially he could not understand the source of the problem. Motives behind his business decisions were questioned. Many even questioned if he had a hidden agenda. He couldn’t get people to rally behind him and move in the direction he envisioned for the business. He confesses that, “The problem was that [he] had assumed far too much. Mistakenly, [he] had failed to focus on establishing trust with the newly merged company, believing that [his] reputation and credibility would already be known.”  This was not the case and, as a result, the merger was a slow, painful and costly process.

In our fast-paced dynamic environment at Luxottica, “slow, painful and costly” are experiences we certainly want to avoid when we think about the daily steps we take to be the global leader in eyewear and eyecare. Covey’s experience reminds us of the critical relationship that exists between trust, speed and cost. 

When trust is low, speed goes down and cost goes up.  When trust is high, speed goes up and cost goes down. Trust isn’t just a “nice to have,” trust is a competitive business advantage. Trust is a learned skill. It can be practiced, and if necessary, it can be recovered.  

As a global company, we talk about trust as an outcome of investing time to build familiarity and comfort with others in the context of our diverse and inclusive working environment (a concept introduced over a decade ago by Global Lead Management Consultants–the Familiarity Comfort and Trust “FCT” model).  

These important concepts and others are explored in the handbook titled “Dialogue on a Changing World” also available in BLU room. We invite you to review this resource and deepen your awareness and understanding of your own diverse strengths and perspectives as well as those around you. 

How high is your trust?  Have you made recent “deposits” in the “trust accounts” you have with others?  Are you building familiarity and comfort with your business partners?  If you answer no (or I don’t know) to any of these questions, you are most likely not performing at your full potential. 

And like Covey’s example of seeing fish in the river with his “trust glasses,” our full business potential and success will not be revealed unless we are committed to actively establishing and maintaining trust. Covey sums it up by stating, “Once you really understand the hard, measurable economics of trust, it’s like putting on a new pair of glasses. Everywhere you look, you can see the impact – at work, at home, in every relationship, in every effort.” 

Put on your trust glasses and try some of these trust building (cost saving) tips: 

1.Demonstrate Respect and Authenticity. Convey Genuine Care for Others. Be Open Minded.

2. Create Transparency.  Tell the truth in a way people can verify (something people can hang onto, connect to or is based on your actions).
3. Listen to learn and understand.  Listen with your eyes, ears and heart.

4. Expand your circle of business colleagues and meet regularly to broaden your comfort level with people who are different from you.  Nurture cross-functional and business unit relationships.

5. Give credit freely. Acknowledge the contributions of others.  Be humble and vulnerable. Disclose freely. Laugh at yourself. 

6. Extend Trust. 

Source: The SPEED of Trust: The One Thing that Changes Everything by author Stephen Covey with contributions by Rebecca Merrill. 
