
The Trust Factor
The Secret Power Fueling 

Successful Sales Relationships



Trust me.
As sales leaders, we are often getting 
information secondhand from our team. The 
way we assess that information today is flawed 
because we focus on things that are 
measurable and scalable, like percentage of 
time spent talking vs listening, the number of 
qualifying topics addressed, and some made-up 
degree of commitment to move forward without 
considering the quality of those data points.

Every sales methodology provides a framework 
to gather valuable information, and every sales 
process includes a series of steps for 
exchanging relevant information. What 
differentiates success from failure is how these 
steps are carried out.



Those points are commonly referred to as the 

‘art’ of the sale, but that is only because the 

industry has lacked a:

1. Consistent, and accurate measure of trust 

and transparency, and

2. Simple framework for developing trust 

and eliciting full information… until now.

Did your prospect see you as trustworthy? Why? 

Did you treat them like a human and not an 

executive persona? 

Were your questions delivered in a way that made 

them want to say more? 

Did you really get the non-obvious answer, or did 

you get a charming, insightful, but superficial 

response designed to get you out of the room 

without any hard feelings (or obligation to ever 

speak to you again)?



This may sound academic, but consider where gaps in trust wreak 

havoc on pipelines:

• An early career seller struggles to get beyond features and benefits, lacking 

the ability to speak the prospect’s language and understand their specific 

needs

• A mid-career seller has a productivity plateau between years 1 and 2 

because they don’t yet have enough ‘at bats’ to have a veteran’s sense of 

what’s needed to move an opportunity forward or the common sense to 

walk away

• A team’s ‘happy ears’ causes phantom pipeline and forecasting surprises 

you’d rather not explain to the CEO and the Board

bloatedconstipated

top heavy



Even though these scenarios are separated 

by role and experience, they are driven by a 

common gap:

individuals lack a specific, objective 

way of confidently demonstrating 

trustworthiness and evaluating if the 

prospect accepts or rejects that trust. 

When we test sales leaders on this skill –

and we test hundreds each year – more 

than 85% fail to consistently detect when 

transparency has ceased. Why? Because 

executive prospects are experts at telling 

salespeople what they want to hear.

Sales processes can only go so far in 

triangulating information; what’s needed is 

an ironclad way of spotting when you’re not 

getting complete information. 

THE BENEFIT IS LARGE: On average, 2x 

better information and 10% greater per 

person productivity by snatching winnable 

opportunities from the jaws of “closed-lost”.



So, what do I do?
The action items are simple. It’s not micro gestures, 

neurolinguistic programming, or body language that’s 

the enemy. It’s the ‘halo effect’ – the willingness to 

interpret transparency and trust in one part of the 

conversation and extrapolate it to another. Prospects 

who feel you do not view their problems as your first 

priority, or that your interests are not aligned, are expert 

at avoiding the facts and tugging at your heart strings to 

ensure that you continue to perceive their responses as 

complete and accurate.

For some teams, this ‘happy ears’ phenomenon can 

be spotted by simply recording critical answers 

verbatim in your CRM. It’s Sales 101 but spotting 

qualified language versus measurable commitment 

remains the first line of defense.

When it comes to differentiating between trust and 

rapport, it’s critical to remember that those concepts 

are independent of each other. Rapport is measured 

by the feeling (emotion) of the discussion; trust is 

measured by the quality and completeness of 

disclosure.



How do we achieve high-quality disclosure?

By asking good questions and demanding (in our own 

minds) good answers. A good question puts the 

prospect at ease, exudes empathy, demonstrates 

credibility, and looks to understand an issue at an 

appropriate depth. A good answer directly addresses 

the question and seeks to develop the salesperson’s 

understanding of the issue. While that sounds 

obvious, prospects very often never answer the 

question that was actually asked.

Veteran sellers learn through painful experience how 

prospects affect (but don’t replicate) good answers, 

and over time they learn the good topics for their 

industries. To jump the learning curve, contact BIA to 

find the simple rules that underlie what makes those 

veterans effective and to start catching what others 

miss in prospect’s answers about where the true 

problems (and value) lie in a relationship



The BIA founders were members of the CIA’s behavioral intelligence 

unit tasked with leading that effort, and in 2001 they began adapting 

their findings for use in the private sector. After a cover story in 

Barron’s and a groundbreaking study by Harvard Business School 

showing that BIA’s methodology could outperform top professional’s 

‘gut feel’, they began teaching the simple system for:

1. Quickly building true trust and credibility

2. Constructing compelling questions that make people actually 

want to share more information

3. Knowing when you are getting less than complete answers and 

how to quickly get trust back on track

It’s science, but not rocket science
What if I told you that more than two decades ago, the US 

Government invested millions of dollars across multiple 

intelligence agencies to determine whether there were simple, 

universal ways to quickly build trust, ask for information, and 

evaluate it in ways that provide a demonstrable edge under real 

world conditions? What if I told you that they found their answer, 

and that the system has been validated by use in international 

security-grade conversations to this day?



If you would like to learn more about our BIA Sales Advantage and how

we can help you and your team to improve performance, please contact 

us at 617-226-2615 or send a message to info@biadvisors.com.

Don’t change your sales process.

Change your results.
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By learning how to interpret signals visible to you, and only you, and using 

techniques to get deeper, more accurate information from prospect responses, 

you’ll be able to more fully engage them in the sales process, gain deeper 

understanding of their actual wants and needs, and by so doing, dramatically 

improve your chances of closing the deal and doing so on terms that will leave 

everyone feeling like a winner.

THE SIGNALS ARE THERE, AND 

NOW YOU KNOW THEM
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