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With the increasing access to information on the internet, customer expectations are higher 
than they’ve ever been, and the competition is �erce. Customer trust has always been 
important for a brand’s growth and success, but this new environment makes it absolutely 
vital.

In addition to nurturing lifelong customers that will consistently choose your brand over 
another, consumer trust also gives your business a little leeway if problems arise in the 
future. No matter what may happen, earning the trust of your customers ensures your 
brand can survive.

So, what is customer trust and how is it earned? This isn’t a new concept, but it’s an area in 
which many businesses fail. The transparency that leads to trust is about more than 
including the standard copy about why your brand is better than the rest — you have to 
truly care about your customers and their problems.
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What Is Customer Trust and Why Is It Important?

Generally, customer trust happens when you have a deep understanding of your customers’ 
needs and have a valid solution to their problems. You provide them with relevant 
information and products or services that cater to their unique needs, rather than touting 
the bene�ts of choosing your brand.

Ultimately, this trust is about putting the customer �rst in your content and your products 
or services.

The reason trust is more important now than it’s ever been is a direct result of the 
bombardment of information and options available today. Consumers no longer need to 
choose between only a few brands. They have virtually limitless options and access to 
reviews, testimonials and marketing tricks that can give them an idea of what you have to
o�er.
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Because of this, marketers need to look beyond the competitive pricing, features and 
bene�ts, and direct their attention more toward the history and legacy. Customers have 
become empowered and skeptical, so they’re looking for the whole package — one that will 
not only give them a product or service that’s reliable, but also a brand and customer service 
that they can count on now and in the future. Ideally, your product or service will address 
their needs at the time, but in the event that it doesn’t, they want to know you’ll be there to 
make it right.

How Is Customer Trust Created?
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As we know, the idea of building consumer trust isn’t new, but it is di�cult to achieve. Just 
making promises about your brand is no longer enough, since consumers are looking for 
actions that back up your claims. This has a big in�uence on loyalty as well, since customers 
are more likely to return to the brand that gave them the experience they wanted the �rst 
time around.

Authenticity is key. Authenticity is the one thing that transcends industries, generations 
and cultures, since it’s the universal thing that all customers are looking for. It’s about being 
transparent and giving the customers what they expect, whether in products or service, and 
delivering the values of the brand.

Of course, authenticity and transparency are useless for the pure sake of it. You need to be 
providing content that demonstrates an in-depth understanding of your customers’ needs 
and expectations, so you can provide them with relevant, valuable solutions. Superlatives, 
false claims, half-truths and other marketing hype that can’t be veri�ed instantly reads as 
false, so focus on positive information of substance and value to your customer.

Also, if you’re falling below expectations in some way, it’s vital to learn from it and �nd a 
way to improve. While it may be di�cult to accurately measure the value and performance 
in terms of customer trust, you can set standards for your brand to ensure that each and 
every aspect of your business is accountable and staying on track. This not only makes your 
trust tangible for your audience, but it also keeps your business living up to the image 
you’re putting out into the world.

Why Is Customer Trust Hard to Earn?
There are many reasons trust can be hard to earn, especially for certain brands, but skeptical 
and savvy customers are the main reason. More and more data breaches and misuse of data 
are dominating the headlines, so it’s becoming more di�cult for consumers to immediately 
trust a brand and be open to new or unproven brands.

Why Customer Trust is Vital to Your Brand



Why Customer Trust is Vital to Your Brand

Fortunately, this issue is easy to combat if you’re truly putting the customer �rst. A brand
must be clear about its purpose and values, as well as being transparent with policy and
procedures. Perception is everything, and a brand that o�ers the truth is more likely to have
good impressions with potential customers.

There’s been a shift in power between the business and the consumer. In the past, the 
brand had the power and customers had to accept what was given. Now, consumers have a 
broad outlook and understand more about what a company should and should not be, so 
they’re less forgiving of missteps. Customers want a brand that shows its customer loyalty 
and demonstrates shared values, so an e�ective strategy would be to align your brand’s 
values with the information you’d gladly o�er to the public.

In addition, transparency is often forced upon brands, since consumers can �nd dirt if they 
look hard enough. In all likelihood, questionable ethics and practices will leak in other 
media and be found by consumers, leaving a brand looking disingenuous and sleazy, which
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is worse than having no trust at all.

Handling Breaches of Trust
As hard as it is to earn the trust of your customers in the �rst place, it’s even harder to get 
back following a breach. That’s why having solid trust within your customer base is the 
only way to bounce back and survive the fallout.

Brands that o�er a product or service that meets or exceeds customer expectations and 
delivers bene�ts that connect with customers is key, as well as an overall company culture 
that demonstrates a willingness to learn from mistakes. Gone are the days of media spin, 
since the best way to approach a mistake in the current climate is by owning up to 
shortcomings and showing a determination to move forward.

If handled properly, a small mistake or breach of trust can even provide an opportunity for 
growth. A brand that gracefully addresses a mistake and has an e�ective plan to recover can 
gain some positive exposure.

Conclusion
While customer trust may sound like a swift strategy or “silver bullet” for new leads and 
business growth, it’s anything but. That trust is di�cult to earn and keep, and is far more 
than just a marketing strategy.

The authenticity and transparency necessary to garner real customer trust comes from 
honest communications, solid company culture and treating the customer as you would 
want to be treated, rather than just lip service.

Though it’s clear that consumers want trustworthy brands, their general trust isn’t high. 
This can be an area of opportunity for new or developing brands, or brands looking to 
revamp their image and surge ahead of competitors. Whether we like it or not, the power is 
with the consumer, so it’s more important than ever to put their needs �rst for business 
success.

Why Customer Trust is Vital to Your Brand

https://www.csoonline.com/article/2130877/data-breach/the-biggest-data-breaches-of-the-21st-century.html


Why Customer Trust is Vital to Your Brand

Why Customer Trust is Vital to Your Brand

Isn't It Time Your Business Had a Professionally
Developed Marketing Strategy?

The MarketBlazer Marketing Strategy Audit is a valuable tool that measures the effectiveness 
of your existing marketing strategy, guided by the proven methods of the Duct Tape 
Marketing System. 

LIMITED TIME BONUS: 
Receive a free copy of the 2016 Marketing Book of the Year, The Small Business 
Owners Guide To Local Lead Generation.

If you are ready to improve your marketing and grow your business, 
then click below.

Learn how to receive actionable marketing advice and 
direction from a Master Marketing Consultant. 

• Do you feel a lack of clarity and control in your marketing efforts?
• Do you feel like you're simply guessing at how to generate leads?
• Do you have a vision for your business one year from today?

Get a professional Business Marketing Strategy Audit today!

Get Started Today

www.MarketBlazer.com   (770) 893-2443

https://www.marketblazer.com/business-marketing-audit/
https://www.marketblazer.com



