
As our business approaches the end of another successful year, the core values we are 
founded on are bringing a real clarity to our planning and direction for the new year.  One 
of these values is trust. 

Who do you trust enough to take your business to? Absolutely, categorically without a 
second thought?  Does your business deliver as consistently? 

Trust is a big word.  It promises delivery on confidence, and implies a feeling of security. 
 Pictures that come to mind are those of stepping out of the plane with the parachute 
cord grasped firmly in your hand, of standing before witnesses and taking a vow of 
marriage or citizenship; of building a client’s dream home. 

To gain someone’s trust requires the ability to deliver.  What does your business deliver?
There are some businesses which require a large degree of trust between the business 
and client.  Whether it’s confidence that their machinery will work so they can keep their 
business running, or a competitive advantage by the mindset grown, your customers 
invest their trust in you to deliver a product they want for a benefit they need. 
How can you help establish confidence in your business?  Here are three major steps in 
the process. 

Clarity.   
When your customers can see what you deliver, how it will happen and know what they 
can expect, it gives them confidence to invest in you.  Make sure they know what your 
product delivers at each stage of the journey – and not just the actual product, but the 
benefits to them as people.   
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Whatever level of trust you get, it is earned.   ~ Kiri Clark 

3 Steps of

Trust Building



Help them to understand the buying process your business follows – from how their needs 

are understood, through to how your ordering, delivery, timelines, delivery, payment and 

followup care is planned.  As they begin to understand the process, their expectations will 

be set and when you meet those expectations, their investment of trust is justified.  They 

can see the path ahead, with the steps that take them to where they want to go, and this 

gives them confidence to take the journey with you. 

Action. 

Your clients come to you because they believe you can deliver what they want.  Do it! 

 Follow the process and the plan for delivery.  But don’t just do it, at every point in the 

process, make sure your customer is aware of what you are doing. This helps them to 

experience the journey with you.   

Your investment in communication is one of the major contributors to justifying your 

customer’s trust.  Have you ever waited impatiently on the phone while someone searched 

up on their computer to get critical information you required?  Those minutes of silence are 

magnified in our hurried world.  A simple commentary can help so much – “I’m opening our 

CRM now, I’m locating your file, your file is downloading, I am opening the section we want to 

check now, great – here is the information you need.”  The simple act of sharing a process 

they cannot see keeps them in touch with what you are doing on their behalf and builds 

trust. 

Along with the action of completing their order and delivering or beginning delivery of their 

product, make sure you seek feedback.  Check that they’re happy with the process and the 

progress; that any questions they may have are addressed and answered; and that they 

know what to expect next.  The continuous act of communication is a game-changer and a 

reputation-maker. 
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Results 

The absolute return on investment of trust is the results your customer was looking 

for.  The delivery of your product or service should meet or exceed your client’s 

expectations.  There has been communication and feedback throughout the process, 

and now is the time for you to get results as well.  Yes, you can reap a return on your 

team’s investment in process.   

Your happy customers have a story, and you can invite them to allow other people to 

access the same amazing opportunity to work with you, simply by asking for a 

testimonial.  This has the twofold effect.  You get to generating marketing material 

(so you can tell potential customers what you can do for them).  The more important 

effect is the way it cements in the customer’s mind what they wanted and what you 

have provided for them, affirming the cycle of trust. 

This delivery on investment of trust sets a new foundation for your clients.  It means 

that their experience with you will be a talking point and a compass for people within 

their sphere of influence to take the opportunity to work with you when they need 

similar services.  Reputation like this is a valuable commodity in today’s business 

market. 

Go ahead and review your trust processes, find and tweak the weak sections, and 

build the reputation that gets you the business you deserve.   
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