
 

Trust Talking Points  
 

The following talking points are designated for delivery by Store Managers to Employees. 

Goal 

These talking points provide context to the Trust Poster (on the right side of this page) and are to be delivered by Store 

Managers to their teams in quick stand up meetings (after Store Managers have received training from AVPs). 

Trainer Instructions 

Use the following process to facilitate a 
conversation: 

1. Before presenting these talking points, 
familiarize yourself with the content and 
its intent. 

2. Use the talking points to guide your 
conversations. 

3. Involve each participant in discussions 
and Q&A sessions. 

4. Hold a trust discussion every other week, 
following the cadence outlined below. 

 

Role of Store Manager 

It is the responsibility of each Store Manager to 
share and model the behaviors with your store 
employees.  

This is accomplished through: 

1. Participating in Trust Huddles with your 
AVP every two weeks. 

2. Conducting trust discussions with your 
store employees every two weeks 
following this outline. 

3. Using the poster and the Behaviors in your 
conversations with your employees. 

 

It is truly up to each of us to develop Trust and 
work on ourselves first. But it is up to the Store 
Manager to create an environment that allows 
people to Develop, Extend and Restore Trust 
with each other. 
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1. Introduction to Trust at Discount Tire (Week 1) 

Explain: 

Discount Tire/America’s Tire core foundation is built on Mr. Halle’s five lessons in life. The first lesson, “Be honest” is the basis 
for the Integrity that runs deeply throughout our company. Integrity speaks not only to your honesty and humility but whether 
you truly believe in and support The Dream and Operating Philosophies through your daily actions, training, and coaching. 
 
Ask: Can anyone name another of Mr. Halle’s life lessons? 
2) Work hard; 3) Have fun; 4) Be grateful; 5) Pay forward 

 

Explain: 

The trust that Mr. Halle built over time came from his strong Integrity, how he treated his people and customers, and his 

results as a businessman. But before customers came to trust Discount Tire as their tire company, it all started with one 

person’s commitment to develop Self-Trust. 

Developing Self Trust (Week 1) 

Explain: 
Trust starts with you!  Increasing Trust in your team and 
within the organization starts with you and your own 
personal credibility. 
 
Ask: If someone said you were Trustworthy, what would 
they mean? 

 

 
Reference the top portion of the Poster. 

Explain: 
Trust is defined as the confidence born of the Character and the Competence of a person or an organization. The opposite of 
Trust is suspicion. 
 
Point Out: 
Notice the two key ingredients to the definition: Character and Competence. Within Character and Competence we find 4 
Cores of Credibility: 
1. Integrity 
2. Intent 
3. Capabilities 
4. Results 
 

Character 
 
Explain: When we speak to a Person’s Character, we are speaking to their Integrity and their Intent. 
 
Action: Have one participant read off the definition of Integrity and Intent from the poster. 
 
Ask: Can you think of someone you work with that exemplifies Integrity and Intent? 
 

Competence 
 

Explain: When we say someone is Competent, we are saying they have shown to have the capabilities and are known to deliver 
results. 
 

Action: Have one participant read off the definition of Capabilities and Results from the poster. 
 
Ask: Can you think of someone you work with that is known for being highly competent? 
 
Explain: Character and Competence are both key to gaining credibility. A person who is considered Trustworthy must possess 
both. 
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Developing Relationship Trust (Week 1) 

Explain: 
Once we have developed our own person credibility we can 
start to develop Trust within our teams and organization. 
There are 13 Key Behaviors that help in developing 
Relationship Trust. 
 

Point Out: 

 Behaviors 1-5 relate to Character.  

 Behaviors 6-10 relate to Competence. 

 Behaviors 11-13 relate to both. 
 

Explain: 
Under each of the 13 behaviors you will see: 

 Definition: describes the characteristics of what 
performing the behavior looks like. 

 Opposite: describes how someone not performing the 
behavior would act. 

 Counterfeit: describes how someone would fake the 
behavior. 

 
Reference the 13 Behaviors. 

2. Introduce Regional Organizational Trust Index (OTI) Results (Week 2) 

Explain:  
RVPs, AVPs, and Store Managers within each region participated in a survey regarding self-trust and trust. The intent was to 
target areas of opportunity, build on existing strengths, and effectively increase trust within our teams.  
 
Review Regional Results: 
As a region, our strengths (highest scoring behaviors – obtain from your AVP): 

1. ___________________________(highest) 
2. ___________________________(2

nd
 highest) 

3. ___________________________(3
rd

 highest) 
 
Explain: 
As you saw, Getting Better is one of the behaviors for increasing trust. How will this team Get Better? First, let’s focus on the 
three lowest behaviors where our region ranked itself lowest. 
As a region, our opportunities (lowest scoring behaviors – obtain from your AVP): 

1. ___________________________(lowest) 
2. ___________________________(2

nd
 lowest) 

3. ___________________________(3
rd

 lowest) 
 
Ask: What commitment will you make individually that will help our team get better in these areas? Let’s go around and share. 
 
Action: Have each team member take a turn and share a commitment around Getting Better in the lowest behavior areas.  
 
Explain: 
We will be meeting about these 13 Behaviors of Trust every two weeks, focusing on one behavior at a time. For the next two 
weeks, work on following through on the commitment you made for Getting Better. We will spend time on each of the lowest 
scoring behaviors during our next three meetings. We will read and discuss the definition for the behavior, the opposite, and 
counterfeit. 
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3. Lowest Behavior – Regional Organizational Trust Index (OTI) Results (Week 3) 

Explain: Let’s share what each of us has done to “Get Better” based on the commitments we made in our last trust discussion.  
 
Action: Allow each team member to share their experience on Getting Better. 
 
Explain: Now, let’s focus on the Behavior that we ranked the lowest as a region___________________________ 
 
Action: Have a participant read the lowest behavior’s definition, opposite, and counterfeit from the poster. 
 
Ask:  

 Where might we get “tripped up” behaving in the Counterfeit area with our daily work? 

 What do you believe are the opportunities for our store within this behavior? 

 What is your commitment for this Behavior in the next two weeks? 

4. Second Lowest Behavior – Regional Organizational Trust Index (OTI) Results (Week 4) 

Explain: Let’s report out on the commitments we make in our last trust discussion on our lowest behavior of 
__________________. 
 
Ask: What did we learn? What can we do better? 
  
Action: Allow each team member to share their experience. 
 
Explain: Now, let’s focus on the Behavior that we ranked the second lowest as a region___________________________ 
 
Action: Have a participant read the second lowest behavior’s definition, opposite, and counterfeit from the poster. 
 
Ask:  

 Where might we get “tripped up” behaving in the Counterfeit area with our daily work? 

 What do you believe are the opportunities for our store within this behavior? 

 What is your commitment for this Behavior in the next two weeks? 

5. Third Lowest Behavior – Regional Organizational Trust Index (OTI) Results (Week 5) 

Explain: Let’s report out on the commitments we make in our last trust discussion on our second lowest behavior of 
___________________. 
 
Ask: What did we learn? What can we do better? 
  
Action: Allow each team member to share their experience. 
 
Explain: Now, let’s focus on the Behavior that we ranked the third lowest as a region___________________________ 
 
Action: Have a participant read the third lowest behavior’s definition, opposite, and counterfeit from the poster. 
 
Ask:  

 Where might we get “tripped up” behaving in the Counterfeit area with our daily work? 

 What do you believe are the opportunities for our store within this behavior? 

 What is your commitment for this Behavior in the next two weeks? 
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6. Join Your Regional Cadence (Week 6 and ongoing) 

Prior to this trust discussion with your employees, talk to your AVP to find out where your region stands in conducting Trust 
Huddles and which behavior your store should discuss next. 
 
Explain: Let’s report out on the commitments we make in our last trust discussion on our third lowest behavior of 
___________________. 
 
Ask: What did we learn? What can we do better? 
  
Action: Allow each team member to share their experience. 
 
Explain: Now, we are going to look at the rest of the behaviors. Let’s start with_______________________<insert trust 
behavior> 
 
Ask:  

 Where might we get “tripped up” behaving in the Counterfeit area with our daily work? 

 What do you believe are the opportunities for our store within this behavior? 

 What is your commitment for this Behavior in the next two weeks? 
 

Using the Poster as a Tool 

Hanging the Poster: 
It is recommended that the poster be hung in an open spot in the Store Manager’s office by using sticky-backed Velcro strips. 
 
Using the Poster in discussions: 
These behaviors are to be used to focus internally and never to point to someone else and say, "you need to <insert 
behavior>". 
 
It is a tool to be referenced by all employees. While referencing the poster remember you are using it for yourself. This means 
that each employee chooses their own Core principle or behavior to practice and discuss. 
 

 

 

 


