	THE SPEED OF TRUST (07:05) 
MALE VOICE: In today’s global marketplace, speed in everything. And in my experience, one thing cre- ates speed more effectively than anything else. That one thing is trust. It’s the hidden variable that changes everything. 
One time I hired a guide to take me fly-fishing. While we were fishing, he asked me, “What do you see?” 
“I see a beautiful river.” “Do you see any fish?” “No.” 
Then he told me to put on a pair of polarized sunglasses. Suddenly, everything looked dramatically different. I could see through the water, and I could see fish, a lot of fish. Suddenly, I saw enormous possibilities that I had not seen before. The fish were there all along, but until I put on the glasses, they were hidden. 
The speed of trust works the same way. More than any other factor, it can reduce costs, increase productivity, enhance innovation, improve collaboration, and increase value. It’s there, but it’s beneath the surface. And unless we have eyes to see it, it will stay hidden. The speed of trust affects every organization, every relationship, every interaction, 24/7, 365 days a year. And when trust isn’t there, speed goes down and cost goes up. As noted author Francis Fukuyama has said, “Widespread distrust in a society imposes a kind of tax on all forms of economic activity, a tax that high-trust societies do not have to pay.” 
Look at any organization. How much time and money are wasted on low-trust taxes like redundancy, bureaucracy, politics, and fraud? What kind of difference would it make if you were to eliminate those taxes and instead receive the dividends of high trust, such as better innovation, faster collaboration, and improved execution? 
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Recently, Warren Buffet, the CEO of Berkshire Hathaway, and one of the world’s most trusted business leaders, acquired McLane, a $23 billion subsidiary of Wal-Mart. Now typi- cally, a merger of this size takes a year or so to complete. It can also cost several million dollars as both sides work to verify and validate all kinds of information. But because both parties operated with high trust, the deal was made with one 2-hour meeting and a handshake, and it was completed in 29 days with no due diligence. Warren Buffett said, “We knew everything would be exactly as Wal-Mart said it would be, and it was.” 
Now granted, most of us aren’t involved in Warren Buffett-size deals. But the same princi- ple applies in any relationship on any level. 
Jim is a vendor in New York City. Every morning he sets up his shop on the street. At one point, Jim realized that long lines at his shop were discouraging potential customers and causing people to take their business elsewhere. He realized that it was taking him much too long to make change for his customers. So Jim decided to put a basket full of change on the side of his stand and to trust his customers to make their own change. 
MALE VOICE: Make my own change? 
JIM: Sure. You know I can trust you. 
MALE VOICE: Sure, I could do that. 
Most customers responded to this trust by being completely honest, and many left him with a larger-than-normal tip. He was also able to move customers through twice as fast. As a result, he doubled his business with no additional cost, and his customers became more loyal because they liked being trusted. 
You can see the speed of trust in the success of companies like eBay. Pierre Omidyar, the company’s founder, was asked about the most significant thing he’s learned. He replied, “The remarkable fact that 135 million people have learned they can trust a complete stranger. That’s had an incredible social impact. People have more in common than they think.” 
You can also see the speed of trust in return to shareholders. A Watson Wyatt study shows that total of return to shareholders in high-trust organizations is almost three times high- er than the return in low-trust organizations. 
So what do you do about it? How can you increase trust and gain all the dividends that flow from it? It starts with two things: character and competence. 
Consider character. In the third round of the Italian Masters, Andy Roddick was paired against Fernando Verdasco. It was match point in favor of Roddick. Verdasco hit the ball, the line judge called it out, and the crowd assumed Roddick had won the match. 
MALE VOICE: Oh, and a double fault called. It’s all over. Oh, wait a minute. No, no, no, it’s not over. 
But Roddick pointed out to the umpire a slight indentation on the clay court, which showed that the ball had landed on, not beyond the line. Everyone was amazed. Roddick had made a call against himself, and as a result, he lost the point and he went on to lose the match. But he gained something far greater—he gained credibility and trust. How do you think the umpires are going to respond the next time Andy Roddick challenges a call? 
MALE VOICE: What an extraordinary match to witness. He’s won a lot of friends. 
MALE VOICE: Well, he’s such a great guy on and off the court, and what we saw there just typifies the young man. 
Now what about competence? Character is essential, but it’s not enough. Think about a surgeon. You could trust his character, but unless he is extremely competent and has a strong track record, you’re not going to want him coming at you with a scalpel. As Craig Weatherup, former CEO of PepsiCo has said, “You can’t create a high-trust culture unless people perform.” 
Leaders with character and competence have credibility. They create teams and organiza- tions that are not taxed by the tremendous burden of low trust. 
Nothing is as fast as the speed of trust. Nothing is as profitable as the economics of trust. Nothing is as central to leadership as relationships of trust. Once you see the per- vasive power of trust and work to build it in your team and organization, it will make all the difference. 
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