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Here's a reality check: 90% of executives think their customers trust them completely.

Only 30% of customers actually do.¹

Most clients decide who to hire without ever seeing your work.

Instead, they look online. They check profiles, reviews, websites, and ratings. And the

story they see is often incomplete or inconsistent.

That break between the trust you've earned and the trust clients can actually see is

the credibility gap. It decides who wins the work.

This playbook breaks down the five credibility signals that close that gap so prospects

see your business the way your best customers already do.

76% of consumers look at a company's online presence before visiting or making

contact.² That research happens before they ever call or contact you.

The research happens first

¹ PwC Trust in Business Survey
² Visual Objects 2021 Search Engine Marketing Survey
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Wasted time: You spend hours chasing leads that were never really

considering you. They were comparison shopping to justify a decision they'd

already made based on what they found online.

The best clients: The ones willing to pay premium rates for quality work do the

most research. If you don't look credible online, you're not even in their

consideration set.

By the time prospects contact you, the decision is often already made. They

choose the business that looks credible and presents the least risk.

62% of consumers say reputation is very important when deciding who to hire.

The question isn't whether you're trustworthy, it's whether you look

trustworthy where it matters.

The hidden cost of invisible trust

When trust isn't visible online, three things happen:

Lost revenue: You lose deals to competitors who aren't necessarily better, just more

credible-looking online. The gap between being trustworthy and looking trustworthy

online costs businesses real money.
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Clients expect your house to be in order

If your hours on Google don’t match your website, or your BBB Profile lists a different

phone number, people start to wonder. Which one is right? And if you can’t keep the

basics straight, can they trust you with the job?

Mismatched information sends a clear message: this business doesn't pay attention to

details. And if they don't pay attention to their own details, how will they handle yours?

Consistency tells clients you’re steady and organized, that you’re ready for their work.

Do this now:

Audit your website, BBB Profile, and Google Business Profile, and then do it
at least once a quarter
Correct mismatched hours, phone numbers, or service descriptions as soon
as you spot them
Use one “About Us” description consistently across every platform so clients
see the same story everywhere

Signal 1: Consistency

³ BBB Great West + Pacific internal analysis, 2025
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Businesses with 80%+ complete profiles get 3.5x more quote requests.³



Buyers believe other buyers

People trust the words of other customers more than anything you say about yourself. If

your reviews are old, or if complaints sit unanswered, it makes people question how much

you really care.

Fresh reviews build confidence. Quick, professional replies show you're paying attention,

even after the job is done.

Reviews create patterns that shape expectations. If clients consistently mention punctuality,

professionalism, or problem-solving, prospects believe it. If they consistently complain about

communication issues, prospects believe that too.

Your replies matter as much as the reviews themselves. A thoughtful response, even to a

tough review, shows that you stand behind your work and care about customer experience.

89% of consumers are more likely to choose a business that replies to
every review.⁴ 
Businesses using the BBB Dynamic Seal see 5× more customer reviews.⁵

Signal 2: Customer reviews
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⁴ BrightLocal Consumer Review Survey

⁵ BBB Great West + Pacific internal analysis, 2025
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Because they do.

For positive reviews 

Thank them specifically. Mention the project or service they highlighted. Make it

personal, not a generic response.

For Negative Reviews: Tom's Method

"I'm not necessarily responding to this particular client, but also to a prospective client

that's hiring you. What if someone filters out just the negative reviews and looks at

your response?"

Responding like every review matters

Tom's review strategy:

Timing: "Don't just jump in right away. Do something and

give that client some deliverable. Strike while the iron is

hot and say, 'I'm really glad you just said something to me.

I'm a small business. Would you do me a huge favor?'"

Make It Easy: Send links to BBB, Google, and other

platforms. "Choose whichever is easiest for you."

Follow Up: Gentle reminder from team members after a

week if needed.

Tom Conradt Co-Founder, Boxelder Consulting
2022 BBB Torch Awards Winner



The professional response framework:
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1.Thank first. "Thank you for the feedback"
2.Acknowledge without admitting fault. "I understand your frustration"
3.State facts calmly. Address any factual inaccuracies professionally
4.Show you care. "This is good feedback, and I'm going to learn something from this"
5.Take it offline. "I'd like to discuss this further. Please call me at [number]

Ask for a review at the end of every job while the client's experience is fresh

Reply to each review within 24 hours to show you're paying attention

Share standout reviews in proposals or on your website where new clients will see them

Create a simple review request system with direct platform links

Set up review monitoring alerts to catch new reviews immediately

Do this now:

The Filter Test: Always write your response, then walk away for an hour. Come back and
ask: "Would a prospective client reading this feel confident hiring me?" If not, rewrite it.



Signal 3: Clear next steps

When time drags, deals die

Confusion is a fast way to lose a job. If a prospect doesn’t know what happens after

they reach out, they hesitate. And when they hesitate, they look somewhere else.

That’s why spelling out your process matters. Keep it simple and clear:

Inquiry → Call → Proposal → Agreement

Responding to leads within 5 minutes makes you 21× more likely to qualify them.⁶

78% of customers buy from the company that responds first.⁷

⁶ Lead Response Management Study (LeadResponseManagement.org)

⁷ Lead Connect Survey
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They tell customers upfront

"We're gonna get your truck in the shop. Within two hours, you'll have a text with a link.

You'll see everything we find with pictures, descriptions, recommendations, and prices.

You can authorize what you want fixed in the app or call us. As soon as you authorize, we'll

start work."

        Clear process          Clear timing           Clear next steps
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Here's how Long Arm
Mechanics does it right

The Power of Expectations: When you set clear expectations about timing and next

steps, three things happen:

1.Prospects feel confident about working with you

2.You eliminate the "what happens next?" questions

3.You appear more professional than competitors who leave prospects guessing

Do this now:

Write out your process in 3-5 short steps using plain language

Include timing expectations ("You'll receive a proposal within 48 hours")

Publish it on your website, in proposals, and on your BBB Profile

Add a scheduling link that makes it effortless for prospects to take the first step

Set up auto-reply so no inquiry goes unanswered

Levon Arnold
Owner, Long Arm Mechanics
BBB Accredited since 2024

Owner, Long Arm Mechanics
BBB Accredited since 2024



Signal 4: Straightforward pricing

Confusion over cost = lost business

Few things make people walk away faster than hidden fees or unclear pricing. If they

can’t figure out what you charge, they assume the worst. Then they move on.

Prospects don’t always expect an exact price up front. But they do want honesty.

Showing ranges, packages, or clear estimates helps them see whether you’re a fit

before they even reach out. And it saves you time by filtering out the wrong clients

before they clog your pipeline.

⁸ PwC Consumer Trust Survey
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73% of consumers prefer to buy from brands that clearly indicate their
pricing model.⁸



Tom's Approach

Tom from BoxElder Consulting uses the car mechanic analogy: "You can call and say

'my car is making this noise,' but until you bring it in and I pop the hood, I can't

diagnose the problem."

His solution: 

"Here's my four-phase process:

1. Investigation to confirm the facts

2. Filing any missing tax returns

3. Resolving the existing balance

4. Filing for penalty relief

PHASES 1 & 2: I can do flat fee pricing

PHASES 3 & 4: I can't do flat fee because I don't know what we're getting into yet.

However, I will give you an estimate so you don't think you're on the hook for some

random $5,000 bill."

Key Principle: Lean into the unknowns and be open about them.
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Price ranges for common services

Sample packages with clear inclusions

Starting prices with explanation of variables

Transparent estimate breakdowns

What works:

Pricing transparency in practice

"Competitive pricing available upon request"

"Call for pricing"

Hidden fees discovered later

Vague estimates without detail

What doesn't work:
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Transparency gap

An auto dealer advertised "transparent pricing" but when customers researched

online, additional fees weren't clear on their website. A simple question about total

price including all fees took more than five minutes to get answered through their chat

system. The listed price was $25,200 but the actual total was $27,200, a $2,000

difference that wasn't transparent.

The lesson: When you say transparent pricing, make sure the customer can actually

see it without having to ask.

Clarity builds confidence. Transparency builds trust. Both build businesses.

Publish a simple pricing guide, even if it's just ranges or sample packages
Break down estimates so clients can see what is included
Be clear about what is not included to avoid misunderstandings
Review your last three proposals, would a first-time client understand your
pricing completely?
Add a "What's Included" section to your website or FAQ page
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Do this now:



Let outside validation tip the scale

Anyone can say they’re reliable. A lot of people do. But what buyers look for is

independent proof. Licenses, certifications, and BBB Accreditation, proof that

someone else has vetted your business.

That kind of outside validation carries more weight than a sales pitch. When two

businesses look the same, the one with visible third-party proof almost always wins

the job.

The Trust Perception Gap: Remember, 90% of executives think their customers trust

them completely, but only 30% of customers actually do. Third-party proof bridges this

gap by providing verification that goes beyond your word.

Signal 5: Third-party proof
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¹⁰ BBB Great West + Pacific internal analysis, 2025

The BBB dynamic
seal advantage

Businesses displaying the BBB Dynamic Seal see 5x more customer reviews.¹⁰

The Seal shows prospects your business profile is complete, you've pledged to
uphold standards, and you're held accountable to those standards.

⁹ IABBB Research, 2024

Over 80% of buyers choose the Accredited business when ratings
are the same.⁹



 Types of third-party proof: 

Professional licenses with numbers and verification links

Industry certifications and training credentials

Business accreditations (BBB, Chambers of Commerce)

Awards and recognition from credible organizations

Insurance and bonding documentation

Association memberships
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Inventory all your licenses, certifications and credentials

Display these prominently on your website, business cards and proposals

Add credential numbers and expiration dates for verification

Include verification links when possible

Add accreditation seals to your website and email signature

Do this now:

Stacking credibility

Decisions aren't based on one thing. Prospects piece together a picture of your

business from everything they see. That's why the signals matter more when they're

stacked together.

Consistency is the
foundation. Without it,

nothing else feels stable.

Reviews add proof
from real customers.

Clear next steps make it
easy to move forward.

Straightforward pricing
reduces perceived risk

Third-party proof provides the final
validation when choices look the same.



One signal makes you visible. Two signals make you credible. With all five, you're

systematically closing the credibility gap.

The multiplication effect:

Each signal reinforces the others:

Consistent information makes reviews more trustworthy
Clear processes make pricing feel more legitimate
Third-party credentials make your reviews more meaningful
Professional reviews make your pricing feel justified

When all five signals align, something powerful happens: prospects
stop comparing and start buying. The decision shifts from "Should I
hire someone?" to "When can we start?"

Every signal reinforces the others until hesitation disappears. That's
when prospects stop comparing, and you win the work.
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30-Day action plan

Start small, build fast

You don't have to fix everything at once. Tackle one area each week and you'll see

progress right away.

Week 1: Consistency Audit

Week 2: Review System

Week 3: Process Documentation

Week 4: Pricing and Credential

By the end of the month, you'll look more credible everywhere prospects are

comparing options.

Complete credibility audit across all platforms

Create master information sheet with correct business details

Fix mismatched hours, phone numbers, addresses, or service descriptions

Take screenshots of corrected profiles for your records

Set quarterly calendar reminders for future audits

Set up review monitoring alerts for all platforms

Respond to all existing reviews professionally

Create review request templates (email and text versions)

Send review requests to your last 10 completed projects

Implement ongoing review request process

Document your client process in 3-5 clear steps

Add timing expectations for each step

Publish process on website, proposals, and profiles

Set up online scheduling if beneficial for your business

Create auto-reply templates for immediate response

Create pricing transparency (ranges, packages, or starting prices)

Inventory all licenses, certifications, and credentials

Add trust seals and verification badges to website

Update proposal templates to include credibility proof

Review and optimize email signature with credentials
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The businesses that win are the ones that make trust visible where clients are deciding.

You already do great work. You get good feedback from clients. You have the

expertise and experience to deliver results. But that's not enough. You're not just

competing on the quality of your work anymore. You're competing on the visibility of

your credibility.

The five signals in this playbook close the gap between the trust you've earned and

the trust prospects can actually see. Start with the area where you scored lowest.

Small improvements in credibility create big improvements in results.

The research happens first. The decision happens online. Make sure you're visible

where it matters.

Your prospects are researching you right now. What story does your credibility tell?

Ready to go further? For additional resources and implementation tools, visit

BBB.org/get-accredited.

Win more work in 2026
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http://bbb.org/get-accredited
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	Winning more clients in 2026.
	The research happens first
	Here's a reality check: 90% of executives think their customers trust them completely. Only 30% of customers actually do.¹
	Most clients decide who to hire without ever seeing your work.
	Instead, they look online. They check profiles, reviews, websites, and ratings. And the story they see is often incomplete or inconsistent.
	That break between the trust you've earned and the trust clients can actually see is the credibility gap. It decides who wins the work.
	This playbook breaks down the five credibility signals that close that gap so prospects see your business the way your best customers already do.
	76% of consumers look at a company's online presence before visiting or making contact.² That research happens before they ever call or contact you.

	The hidden cost of invisible trust
	When trust isn't visible online, three things happen:
	Lost revenue: You lose deals to competitors who aren't necessarily better, just more credible-looking online. The gap between being trustworthy and looking trustworthy online costs businesses real money.
	Wasted time: You spend hours chasing leads that were never really considering you. They were comparison shopping to justify a decision they'd already made based on what they found online.
	The best clients: The ones willing to pay premium rates for quality work do the most research. If you don't look credible online, you're not even in their consideration set.
	By the time prospects contact you, the decision is often already made. They choose the business that looks credible and presents the least risk.
	62% of consumers say reputation is very important when deciding who to hire. The question isn't whether you're trustworthy, it's whether you look trustworthy where it matters.

	Signal 1: Consistency
	Clients expect your house to be in order
	If your hours on Google don’t match your website, or your BBB Profile lists a different phone number, people start to wonder. Which one is right? And if you can’t keep the basics straight, can they trust you with the job?
	Mismatched information sends a clear message: this business doesn't pay attention to details. And if they don't pay attention to their own details, how will they handle yours?
	Consistency tells clients you’re steady and organized, that you’re ready for their work.
	Businesses with 80%+ complete profiles get 3.5x more quote requests.³
	Do this now:
	Audit your website, BBB Profile, and Google Business Profile, and then do it at least once a quarter
	Correct mismatched hours, phone numbers, or service descriptions as soon as you spot them
	Use one “About Us” description consistently across every platform so clients see the same story everywhere



	Signal 2: Customer reviews
	Buyers believe other buyers
	People trust the words of other customers more than anything you say about yourself. If your reviews are old, or if complaints sit unanswered, it makes people question how much you really care.
	Fresh reviews build confidence. Quick, professional replies show you're paying attention, even after the job is done.
	Reviews create patterns that shape expectations. If clients consistently mention punctuality, professionalism, or problem-solving, prospects believe it. If they consistently complain about communication issues, prospects believe that too.
	Your replies matter as much as the reviews themselves. A thoughtful response, even to a tough review, shows that you stand behind your work and care about customer experience.
	89% of consumers are more likely to choose a business that replies to every review.⁴  Businesses using the BBB Dynamic Seal see 5× more customer reviews.⁵

	Tom's review strategy:
	Timing: "Don't just jump in right away. Do something and give that client some deliverable. Strike while the iron is hot and say, 'I'm really glad you just said something to me. I'm a small business. Would you do me a huge favor?'"
	Make It Easy: Send links to BBB, Google, and other platforms. "Choose whichever is easiest for you."
	Follow Up: Gentle reminder from team members after a week if needed.
	Tom Conradt


	Responding like every review matters
	Because they do.
	For positive reviews
	Thank them specifically. Mention the project or service they highlighted. Make it personal, not a generic response.

	For Negative Reviews: Tom's Method
	"I'm not necessarily responding to this particular client, but also to a prospective client that's hiring you. What if someone filters out just the negative reviews and looks at your response?"



	The professional response framework:
	Thank first. "Thank you for the feedback"
	Acknowledge without admitting fault. "I understand your frustration"
	State facts calmly. Address any factual inaccuracies professionally
	Show you care. "This is good feedback, and I'm going to learn something from this"
	Take it offline. "I'd like to discuss this further. Please call me at [number]
	The Filter Test: Always write your response, then walk away for an hour. Come back and ask: "Would a prospective client reading this feel confident hiring me?" If not, rewrite it.

	Do this now:
	Ask for a review at the end of every job while the client's experience is fresh
	Reply to each review within 24 hours to show you're paying attention
	Share standout reviews in proposals or on your website where new clients will see them
	Create a simple review request system with direct platform links
	Set up review monitoring alerts to catch new reviews immediately

	Signal 3: Clear next steps
	When time drags, deals die
	Confusion is a fast way to lose a job. If a prospect doesn’t know what happens after they reach out, they hesitate. And when they hesitate, they look somewhere else.
	That’s why spelling out your process matters. Keep it simple and clear:

	Inquiry → Call → Proposal → Agreement
	Responding to leads within 5 minutes makes you 21× more likely to qualify them.⁶
	78% of customers buy from the company that responds first.⁷


	Here's how Long Arm Mechanics does it right
	They tell customers upfront
	"We're gonna get your truck in the shop. Within two hours, you'll have a text with a link. You'll see everything we find with pictures, descriptions, recommendations, and prices. You can authorize what you want fixed in the app or call us. As soon as you authorize, we'll start work."

	Clear process          Clear timing           Clear next steps
	The Power of Expectations: When you set clear expectations about timing and next steps, three things happen:
	Prospects feel confident about working with you
	You eliminate the "what happens next?" questions
	You appear more professional than competitors who leave prospects guessing
	Do this now:
	Write out your process in 3-5 short steps using plain language
	Include timing expectations ("You'll receive a proposal within 48 hours")
	Publish it on your website, in proposals, and on your BBB Profile
	Add a scheduling link that makes it effortless for prospects to take the first step
	Set up auto-reply so no inquiry goes unanswered
	Levon Arnold



	Signal 4: Straightforward pricing
	Confusion over cost = lost business
	Few things make people walk away faster than hidden fees or unclear pricing. If they can’t figure out what you charge, they assume the worst. Then they move on.
	Prospects don’t always expect an exact price up front. But they do want honesty. Showing ranges, packages, or clear estimates helps them see whether you’re a fit before they even reach out. And it saves you time by filtering out the wrong clients before they clog your pipeline.
	73% of consumers prefer to buy from brands that clearly indicate their pricing model.⁸


	Tom's Approach
	Tom from BoxElder Consulting uses the car mechanic analogy: "You can call and say 'my car is making this noise,' but until you bring it in and I pop the hood, I can't diagnose the problem."

	His solution:
	"Here's my four-phase process:
	1. Investigation to confirm the facts 2. Filing any missing tax returns 3. Resolving the existing balance 4. Filing for penalty relief
	PHASES 1 & 2: I can do flat fee pricing
	PHASES 3 & 4: I can't do flat fee because I don't know what we're getting into yet. However, I will give you an estimate so you don't think you're on the hook for some random $5,000 bill."
	Key Principle: Lean into the unknowns and be open about them.

	Pricing transparency in practice
	What works:
	Price ranges for common services
	Sample packages with clear inclusions
	Starting prices with explanation of variables
	Transparent estimate breakdowns

	What doesn't work:
	"Competitive pricing available upon request"
	"Call for pricing"
	Hidden fees discovered later
	Vague estimates without detail


	Transparency gap
	An auto dealer advertised "transparent pricing" but when customers researched online, additional fees weren't clear on their website. A simple question about total price including all fees took more than five minutes to get answered through their chat system. The listed price was $25,200 but the actual total was $27,200, a $2,000 difference that wasn't transparent.
	The lesson: When you say transparent pricing, make sure the customer can actually see it without having to ask.
	Clarity builds confidence. Transparency builds trust. Both build businesses.
	Do this now:
	Publish a simple pricing guide, even if it's just ranges or sample packages
	Break down estimates so clients can see what is included
	Be clear about what is not included to avoid misunderstandings
	Review your last three proposals, would a first-time client understand your pricing completely?
	Add a "What's Included" section to your website or FAQ page


	Signal 5: Third-party proof
	Let outside validation tip the scale
	Anyone can say they’re reliable. A lot of people do. But what buyers look for is independent proof. Licenses, certifications, and BBB Accreditation, proof that someone else has vetted your business.
	That kind of outside validation carries more weight than a sales pitch. When two businesses look the same, the one with visible third-party proof almost always wins the job.
	The Trust Perception Gap: Remember, 90% of executives think their customers trust them completely, but only 30% of customers actually do. Third-party proof bridges this gap by providing verification that goes beyond your word.
	Over 80% of buyers choose the Accredited business when ratings are the same.⁹



	The BBB dynamic seal advantage
	Businesses displaying the BBB Dynamic Seal see 5x more customer reviews.¹⁰
	The Seal shows prospects your business profile is complete, you've pledged to uphold standards, and you're held accountable to those standards.
	Types of third-party proof:
	Professional licenses with numbers and verification links
	Industry certifications and training credentials
	Business accreditations (BBB, Chambers of Commerce)
	Awards and recognition from credible organizations
	Insurance and bonding documentation
	Association memberships

	Do this now:
	Inventory all your licenses, certifications and credentials
	Display these prominently on your website, business cards and proposals
	Add credential numbers and expiration dates for verification
	Include verification links when possible
	Add accreditation seals to your website and email signature


	Stacking credibility
	Decisions aren't based on one thing. Prospects piece together a picture of your business from everything they see. That's why the signals matter more when they're stacked together.
	One signal makes you visible. Two signals make you credible. With all five, you're systematically closing the credibility gap.

	The multiplication effect:
	Each signal reinforces the others:
	Consistent information makes reviews more trustworthy
	Clear processes make pricing feel more legitimate
	Third-party credentials make your reviews more meaningful
	Professional reviews make your pricing feel justified
	When all five signals align, something powerful happens: prospects stop comparing and start buying. The decision shifts from "Should I hire someone?" to "When can we start?"
	Every signal reinforces the others until hesitation disappears. That's when prospects stop comparing, and you win the work.

	30-Day action plan
	Start small, build fast
	You don't have to fix everything at once. Tackle one area each week and you'll see progress right away.
	Week 1: Consistency Audit
	Week 2: Review System
	Week 3: Process Documentation
	Week 4: Pricing and Credential
	By the end of the month, you'll look more credible everywhere prospects are comparing options.
	Complete credibility audit across all platforms Create master information sheet with correct business details Fix mismatched hours, phone numbers, addresses, or service descriptions Take screenshots of corrected profiles for your records Set quarterly calendar reminders for future audits
	Set up review monitoring alerts for all platforms Respond to all existing reviews professionally Create review request templates (email and text versions) Send review requests to your last 10 completed projects Implement ongoing review request process
	Document your client process in 3-5 clear steps Add timing expectations for each step Publish process on website, proposals, and profiles Set up online scheduling if beneficial for your business Create auto-reply templates for immediate response
	Create pricing transparency (ranges, packages, or starting prices) Inventory all licenses, certifications, and credentials Add trust seals and verification badges to website Update proposal templates to include credibility proof Review and optimize email signature with credentials



	Win more work in 2026
	The businesses that win are the ones that make trust visible where clients are deciding.
	You already do great work. You get good feedback from clients. You have the expertise and experience to deliver results. But that's not enough. You're not just competing on the quality of your work anymore. You're competing on the visibility of your credibility.
	The five signals in this playbook close the gap between the trust you've earned and the trust prospects can actually see. Start with the area where you scored lowest. Small improvements in credibility create big improvements in results.
	The research happens first. The decision happens online. Make sure you're visible where it matters.
	Your prospects are researching you right now. What story does your credibility tell?
	Ready to go further? For additional resources and implementation tools, visit BBB.org/get-accredited.
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