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EPISODE 49: MAINTAINING TRUST
In this week’s episode (the second in our series) titled DEVELOPING AND MAINTAINING
TRUST we discuss what it takes to continually earn the trust of our clients and customers
and why a focus on this sets you apart from businesses that merely focus on the short
game
We hope you enjoy it

WHY THIS TOPIC IS IMPORTANT

•
•
•
•
•

•

In last episode, we spoke about what it takes to develop trust in the first place
We can’t assume that once someone trusts us once, it the same forever
In a business sense, it is reaffirming with each engagement and interaction they have
with you, and your business that their original decision was the right one
When we focus on some key metrics such as lifetime value of a customer, we realise
that retaining clients, in some cases for the long term makes great business sense
Acquiring a new customer can cost five times more than retaining an existing
customer. Increasing customer retention by 5% can increase profits from 25-95%.
The success rate of selling to a customer you already have is 60-70%, while the
success rate of selling to a new customer is 5-20%.
A large determinant of this is trust

SOME IMPORTANT THINGS THAT BUILD ON AND MAINTAIN TRUST

1. Reliability and Dependability Reliability where it is important to deliver the same results again and again.
Eg a Mcdonald's Business that guarantees the same product and service each
and every time.
•
•
•
•

Can have the same type of burger each and every time irrespective of
where you purchase it from
a consistency that people come to know and trust
An example of when a company made a mistake was when CoCa Cola tried to
implement new Coke which ended up being a disaster.
Customer had come to know and trust the flavour of Coke and didn’t take too kindly
to the change, which resulted in the company returning back to the original formula
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Dependability - Dependability is the quality that lets people know that you will do
what you said you would do, when you said you will do it, and you
will do it to the best of your ability – each and every time
Eg a Tradesperson who arrives on time, delivers a high quality of work, cleans up
after themselves
• You can rely on them to deliver on these qualities each and every time

2.

Transparency

•
•
•
•

•

within a business context is the process of being open and honest with their clients or
customers
Telling them the truth about what is really going on
Eg if a mistake has been made, they take ownership and endeavour to fix it, either in
their dime, or time to ensure that the customer is satisfied
This is a big litmus test for developing and maintaining trust, because customers will
usually understand if a mistake is made, and the business takes steps to rectify the
problem
How they handle the situation at such times determines how much trust their clients
and customers have in them, and their willingness to engage with them for their
products or services
NB/// There is a big difference between Transparency and Excuses

3.

Competency

•
•
•

a set of particular abilities and knowledge that sets them apart
Delivering a high quality or standard that clients and customers can rely on
Being great at what they do
Eg May run an award winning restaurant that are renowned for their menu and
sourcing locally sourced produce

4.

Sincerity, / Authenticity/ Congruency

Sincerity - communicating and acting in accordance with the entirety of their feelings,
beliefs, thoughts, and desires in a manner that is honest and genuine
Authenticity - Being true to self and communiticating from that place
Congruency - Being in alignment. Eg between is set and done
Eg They want to deal with companies and businesses whose values are congruent or in
alignment with their own.
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•
•
•

•

5.

Strong movement and trend around brands that are authentic and real vs fake and
manufactured
Eg MFCEO project with Andy Frisella and and Raw and real and consumers are
attracted to that as a brand
Also, in being congruent, if you say people should do something, and you do the
opposite, there is a lack of congruency, and by extension, a lack of trust that you will
experience

Notice what happened to The Body Shop started by Anita Roddick in the UK which
was built around cruelty free, toiletries and make up that was eventually sold to
L’Oreal and has had declining sales ever since as customers who initially believed in
the movement, were disillusioned with what they perceived as a sellout

Fairness

•
•
•
•
•

6.

A sense of fairness is sociologically built in to us as a survival mechanism.
Eg in business include not blaming others for mistakes, not taking advantage of
people and playing by the rules
Whenever we experience a person who is playing fair, and is looking out for us, we
feel safer and are more likely to trust them.
Whenever we perceive that a person is cheating, we feel threatened, and instantly
lose trust in them
The same applies to customers and their relationship with businesses

Openness and Vulnerability

•
•

•

Brene Brown has done a lot of research in the area of Vulnerability, and it is very
relevant within the area of business
Being vulnerable is the ability to show people you’re not perfect, you make
mistakes, and you don’t have answers. In other words, it’s showing people that
you’re human
This builds trust because people understand you are open and honest
Eg. Companies quite often will make an announcement, and apologise that
they got things wrong and that they are taking steps to rectify the problem

KEY POINTS
1. The more your clients ad customers trust you, the more they will want to do business
with you
2. The development and maintenance of trust is an ongoing process that require regular
hounouring agreements, as well as meeting and exceeding their expectations
3. Higher levels of trust, lead to higher levels of customer retention which ultimately
leads to higher business profitability
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ACTION STEPS

1. Review the steps outlined above and identify if there are areas you need to
concentrate on to develop a greater level of trust with your clients and customers
2. Identify 2-3 things within each area that you have identified that you can work on to
develop a higher level of trust with your clients and customers

