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ADRIM	May	29th 2020	
Sustaining	Team	and	Trust	in	

Times	Like	These	
With	David	Falk	MA	CMed
Starting	at	9:30	am

www.workplaceconflict.ca

Times	like	these	– some	of	you…

• Working	essential	services	under	pressure
• Learning	to	work	remotely	from	home
• Working	through	the	challenge	of	going	into	
survival	mode	scaling	or	shutting	down,	cut	backs,	
lay	offs,		salary	reductions	/	freezes

• Learning	to	innovate,	pivot	quickly	and	other	ways	
of	being	nimble	to	survive	and	thrive	

Pat	Lencioni
The	Table	Group	

www.tablegroup.com

Smart	vs	Healthy

SMART
• Good	decision	sciences	
• Strategy
• Marketing	
• Finance	
• Technology

Pat	Lencioni

HEALTHY
• Good	people	sciences
• Minimal	Politics
• Minimal	Confusion
• High	Morale	
• High	Productivity
• Low	Turnover	amongst	
good	employees

Five	Dysfunctions	of	a	Team

Inattention to 
RESULTS

Avoidance of 
ACCOUNTABILITY

Lack of 
COMMITMENT

Fear of 
CONFLICT

Absence of 
TRUST

Status and Ego

Low Standards

Ambiguity

Artificial Harmony

Invulnerability

Pat	Lencioni
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Build	a	Cohesive	Team

• Being	open	and	building	trust
• Engaging	in	constructive	ideological	conflict	
• Committing	to	clear	decisions
• Holding	one	another	accountable	for	behvaiours
and	performance	

• Focusing	on	collective	results

Pat	Lencioni

Trust	Reflection

Use	the	ZOOM	Chat	for	the	following

1. Think	of	someone	in	your	personal	life	that	you	
trust	(Friend/Family	member).	Why	do	you	trust	
them?	List	traits	etc.	in	the	chat	

2. Think	of	someone	that	you	go	to	for	professional	
service	that	you	trust	(Dentist,	Mechanic	etc.)	
Why	do	you	trust	them?	List	traits	etc.	in	the	chat	

The	3	C’s	of	Trust
First	Break	Out	Group	(6	min)	

• Introductions	
• Name	and	connection	to	ADR	Field

• Reflection
• Which	of	the	3	C’s	is	your	“go	to”	stock	to	build/earn	
trust	at	work	or	at	home?	

• Which	of	the	3	C’s	do	you	need	to	be	mindful	to	invest	in	
to	ensure	a	more	balanced	portfolio?

3	C’s	of	Trust
Care	– Competence	– Commitment	

Care	Stock	Reflection

How	are	you	caring	for	yourself	
and	for	your	team	during	this	
time?	

• What	is	going	well?	
• What	has	been	hard?
• What	could	you	do	more	of?	
• What	could	you	do	less	of?	
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Sample	Opening	Round

• Where	did	you	grow	up?
• How	many	siblings	and	your	place?
• One	significant	challenge	that	you	faced	as	a	child?

Pat	Lencioni

Competence	Stock	

Reflect	on	your	demonstration	of	
“competence”	with	your	team	

• What	is	going	well?	
• What	has	been	hard?
• What	could	you	do	more	of?	
• What	could	you	do	less	of?	

Create	Clarity		

• Why	do	we	exist?	
• How	do	we	behave?
• What	do	we	do?
• How	will	we	succeed?	
• What	is	most	important	right	now?
• Who	must	do	what?	

www.tablegroup.com

Create	Clarity		

• Why	do	we	exist?	
• How	do	we	behave?
• What	do	we	do?
• How	will	we	succeed?	
• What	is	most	important	right	now?
• Who	must	do	what?	

www.tablegroup.com
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Facilitated Solutions 2012 Playbook 
 
 
Why do we exist?  We exist to equip and support people to prevent, resolve and 
manage conflict. 
 
How do we behave?  All voices matter. We love what we do. Shit happens; it’s 
OK. 
 
What do we do?  We provide mediation, coaching, facilitation and training for 
people in conflict. 
 
How will we succeed? We will succeed by providing a) excellence in service 
delivery; b) intentionality and excellence in business development; c) a broad 
range of conflict management products/services. 
 
What is most important right now? 

 
 
 

 
 

Thematic Goal 
 
 

 
 
 
 
 
 
 
 

Defining Objectives 
 
 
 
 
 
 
 
 
 
 
 
 
 

Standard Operating Objectives 

Build our Corporate Identity 

Differentiate from MS 
 
Agreements / Training 
(AC/SKH) 
 
Space (DF/LP/SKH) 

Develop FS Resources  
 
Create development plan 
priorities  
Coaching, RP Integration, 
Polarities, Divorce Training, 
Archetypes, etc. (DD/ES) 

Client Relations 
 
Follow-ups  
Pro-active pitches, etc. (SKH) 

Client Relations: 
 
Continue with follow-up, pro-
active pitches, upsell, etc.  

Media Profile: 
 

Service Delivery: 
 

Family Practice: 
  

Build Internal Capacity: Marketing Strategy:  

Facilitated Solutions 2015 Playbook 
 
 
Why do we exist?  We exist to equip and support people to prevent, manage 
and resolve conflict. 
 
How do we behave?  All voices matter. We love what we do. Shit happens; it’s 
OK. 
 
What do we do?  We provide mediation, coaching, facilitation and training for 
people in conflict. 
 
How will we succeed? We will succeed by providing a) excellence in service 
delivery; b) intentionality and excellence in business development; c) a broad 
range of conflict management products/services. 
 
What is most important right now? 

 
 
 

 
 

Thematic Goal 
 
 

 
 
 
 
 
 
 
 

Defining Objectives 
 
 
 
 
 
 
 
 
 
 
 
 
 

Standard Operating Objectives 

Leverage our move to  
141 Marion 

Renovate, refresh and 
furnish space to suit 
our needs  
 
Develop facility 
operation / utilization 
plan 

Promote Family Practice 
Mail out to lawyers, 
therapists, religious, 
community centres  
 
Develop associate 
capacity  

Workplace Connections 
Marketing Campaign 
(Mail out) 
Open house 
 
Host LDI and SS and 
Associate mgt in house 

Client Relations: 
Continue with follow-up, 
pro-active pitches, etc.  

Media Profile / Marketing 
 

Capacity Development 
Associate Team 
Professional Devel 
 

Family Practice: 
Separation / Divorce 
Family - estate 
Family business 
  

Workplace Practice: 
Interpersonal/Group Med 
Assessments 
Coaching / Team 
renewal 

Training Services: 
 Seminars 
 Contracts 

Practitioner 
 

Commitment	Stock	

How	are	you	developing	the	
commitment	stock	at	this	time?

• What	is	going	well?	
• What	has	been	hard?
• What	could	you	do	more	of?	
• What	could	you	do	less	of?	
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Setting Limits, Saying No Break	Out	Group	#2	(9	min)	

Share	one	highlight	regarding	your	reflection	on	ONE	of	
the	3	C’s	of	Trust	in	terms	of:		

• What	is	going	well?	
• What	has	been	hard?
• What	could	you	do	more	of?	
• What	could	you	do	less	of?	

3	C’s	of	Trust
Care	– Competence	– Commitment	

Smart	vs	Healthy

SMART
• Good	decision	sciences	
• Strategy
• Marketing	
• Finance	
• Technology

Pat	Lencioni

HEALTHY
• Good	people	sciences
• Minimal	Politics
• Minimal	Confusion
• High	Morale	
• High	Productivity
• Low	Turnover	amongst	
good	employees

RESULTS

ACCOUNTABILITY

COMMITMENT

CONFLICT

TRUST

Focus	on	purpose	&	
priority

Engage		- follow	up

Clarify	expectations	

Mine	for	conflict

Build/tend	the	3	C’s

Great	Team	Behaviours
Adapted	from	Patrick	Lencioni

Recovering	Trust Recovering	Trust
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Recovering	Trust Recovering	Trust

Reflection	on	Recovering	Trust

• Think	of	a	time	when	Trust	was	lost	and	recovered
• Someone	lost	trust	with	you… or	
• You	lost	trust	in	someone	else…

• What	“C”	stock(s)	took	the	hit?	

• How	was	it	Recovered?	Restored?	Rebuilt?

Omission,	Opposite	or	Counterfeit

Care

Omission,	Opposite	or	Counterfeit

Is	Kind:	ACTION
• Acknowledgment	/	Greeting
Omission:
• No	Greeting
Opposite:
• Scowl,	rude	gesture
Counterfeit
• Forced	“put	on”	greeting

Competence

Omission,	Opposite	or	Counterfeit

Is	Up	to	Date:	ACTION
• Seeks	PD	&	evolving	of	practice	
Omission:
• Rest	on	laurels
Opposite:
• Defends	outdated	practices
Counterfeit
• Taking	PD	session	but	not	evolving	
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Commitment

Omission,	Opposite	or	Counterfeit

Follows	Through:	ACTION	
• Do	what	you	say	you	will	do
Omission:
• Does	not	make	commitments
Opposite:
• Break	commitments
Counterfeit:
• Makes	elusive	promises

Break	Out	Group	#3
For	your	case	where	you	or	someone	else	has	lost	trust:	

Using	the	3C’s	of	Trust		
1.	Identify	which		of	the	3C’s	took	the	hit?
2.	What	specific	dimensions		are	lacking	and	why:

Omission	(absence	of	action)?
Opposite	action?
Counterfeit	action?	

IF	TIME	ALLOWS	THEN	DISCUSS
3.	Is	the	other	party	aware	of	the	reason	for	the	current		low	
state	of	trust	and	what	specifically	contributed	to	this	status?	

4.	What	would	you	or	they	need	to	do	to	start	rebuilding	trust?	

Steps	for	Recovering	Trust

• Listen	to	lean	which	stock(s)	have	dipped/crashed
• And	how	(Omission,	Opposite,	Counterfeit)
• Acknowledge	and	take	responsibility	for	those	
specific	actions	that	contributed	to	the	drop	in	trust

• Commit	and	take	specific	action	to	rebuilding	trust	
being	mindful	of	the	stocks	that	have	been	
depleted

• Do	it!	Follow	through	with	actions	that	support	
your	words

RESULTS

ACCOUNTABILITY

COMMITMENT

CONFLICT

TRUST

Focus	on	purpose	&	
priority

Engage		- follow	up

Clarify	expectations	

Mine	for	conflict

Build/tend	the	3	C’s

Great	Team	Behaviours
Adapted	from	Patrick	Lencioni

The	3	C’s	of	Trust

Thank	you	for	participating	
Sustaining	Team	and	Trust	in	

Times	Like	These	
With	David	Falk	MA	CMed


