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Building Trust in Your Business

Trust is the foundation of every successful home
services business. When customers need help,
they’re inviting strangers into their homes to fix
problems they don’t understand, often at prices
they can't predict.

In these vulnerable moments, trust becomes the
deciding factor between getting the job or
watching customers choose your competition.

A recent survey found that consumers spend
more at companies they trust: 46% purchased a
greater number of services, and 28% happily
chose to pay a premium price for services.

This guide breaks down trust-building into three
critical stages of your customer journey:

Article 1: Show Up, Be Real, Stand Out covers
trust in customer acquisition. It outlines how your
online presence, community involvement, and
authentic personality can attract customers
before they ever call you.

Article 2: Earning Trust When It Matters Most
focuses on trust during service delivery, from that
first phone call through job completion.

Article 3: Happy Customers Multiply explores
trust in referral business. It covers how to turn
satisfied customers into your most effective
marketing channel.

Each follows the same format:

- How Trust Gets Built: The specific actions that
create customer confidence

« Where Trust Gets Lost: Common mistakes that
destroy trust and cost you business

- Easy Gaps You Can Close Right Now: Simple
steps you can implement immediately

« Summary Punch List: An actionable to-do list
for each section

Trust is earned through consistent, professional
behavior and genuine care for your customers’
experience. Companies that understand this
don't just survive, they thrive.

Consumers spend more at companies they trust:
46% purchased more, and 28% paid a premium.
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Customer Acquisition

Show Up, Be Real, Stand Out

When someone’s air conditioner dies on a 95-degree day, they're not thinking

about your company’s history or awards. They're thinking about one thing:
“Can | trust this company to fix my problem without ripping me off?"”

Both business owners and customers agree that reputation matters most. A

recent survey of home services companies found that business owners

prioritize building brand reputation above all other strategies, while customers
ranked reputation higher than any other factor when choosing a contractor.
Your perceived reputation, which is really about trustworthiness, matters more

to prospective customers than anything else you do.
Your first chance to build that trust happens long before your technician rings

their doorbell. It starts with how customers find you and what they see when

they do.

Your perceived reputation, which is really about trustworthiness,
matters to prospective customers more than anything else you do.
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How Trust Gets Built

Think about the last time you needed a service
you'd never used before. What did you do? You
probably searched online, looked at websites,
and read reviews. Or maybe a friend
recommended someone and you looked them
up to learn more. Your potential customers are
doing the same thing right now, whether they
found you through a search or heard about you
from someone they trust.

Trust starts with being easy to find and looking
professional when they find you. A clean, simple
website that loads quickly shows you care about
details. This matters whether customers are
discovering you for the first time through a
search or checking you out because a neighbor
recommended you.

Clear pricing information, even if it's just ranges,
shows you're not trying to hide anything. Photos
of your actual technicians—not stock photos—
help customers feel like they know who might
show up at their door.

Don't forget to include your owner or drea
manager’'s  photo, name, and contact
information where customers can easily find it.
When business owners put their face and name
behind their company, it shows they're confident
in their work and proud of what they do.

Customers feel more comfortable working with a
company when they know there’'s a real person
who stands behind the service.

Community involvement also builds trust before
customers even contact you. Highlighting your
volunteer  work, local sponsorships, or
association memberships shows that you're
invested in the community you serve.

When customers see that you support local
causes or belong to professional organizations, it
demonstrates that you're established,
accountable, and care about more than just
making money.

Customers feel more comfortable working with a company when

they know there’s a real person who stands behind the service.
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Where Trust Gets Lost

Trust gets lost when your business appeadrs
unprofessional online. Outdated websites with
broken links make customers wonder if you're
still operating.

Inconsistent  information  across  different
platforms creates doubt about your legitimacy.
Missing contact details or unclear service areas
make customers question whether you're a real,
established company they can count on.

The lack of authentic personality also kills trust.
When your brand feels generic or uses
corporate-speak that could apply to any
business, customers can’t connect with the real
people behind the work. Stock photos instead of
your actual team make it appear as if you aren’t
proud of them. If your employees aren’t worth
advertising, are they worthy of serving your
customers?

Customers want to work with companies that
feel genuine and personal, not faceless
organizations.

Poor communication destroys trust quickly.
When customers reach out through contact
forms, emails, or phone calls and get slow or
missed responses, they assume you don't care
about customer service.

Generic, copy-and paste replies make people
feel like you're too busy to treat them right. In
today’'s world, customers expect businesses to
be responsive and personal in their
communications.

The same problem happens with online reviews
when customers see complaints that never get
responses: they know you don't prioritize fixing
problems or improving your service. Potential
customers read through reviews carefully, and
they notice when businesses ignore feedback or
criticism.

Even positive reviews that go unacknowledged
send the message that customer appreciation
isn’t important to you.

If your employees aren’t worth advertising,

are they worthy of serving your customers?
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Easy Gaps You Can Close Right Now

The good news is that most trust problems, as far
as customer acquisition is concerned, can be
fixed quickly and cheaply.

Start by searching for your business name and
city on Google. What do you see? Is your
information consistent everywhere? If not, spend
an afternoon updating your listings.

Next, look at your website through a customer’s
eyes. Does it look professional? Is it easy to find
your phone number? Do you have real photos of
your technicians and trucks? If you're missing
any of these, fix them this week.

Set up a simple system for responding to all
reviews, both good and bad. Thank customers
for good reviews and address concerns in bad
ones.

This shows potential customers that you care
about feedback and will work to make things
right.

Post something on your social media accounts
at least once per week. Which ones? That
depends on where you believe your customers
are.

Share photos of completed jobs, introduce team
members, or give simple maintenance tips.
Social media should be an extension of your
website. Build connections between the two.

Showing vyourself supporting the community
scores extra points here. Whether it's
volunteering, searching for the best local burger,
or just cheering on the local team, people like
doing business with others who bring positivity to
their community.

Building trust online isn't complicated, but it does
require attention to detail. When customers can
easily find accurate information about your
business and see evidence that you're
professional, responsive, and authentic, they're
much more likely to pick up the phone and call
you when they need help.

Volunteering, finding the best burger, or cheering on the team;

people do business with those that bring positivity to the community.
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Summary Punch List

How Trust Gets Built

Ensure your website loads quickly and looks professional with clear pricing information

Replace stock photos with real pictures of your actual technicians and team

Add owner/area manager photo, name, and contact information, displayed prominently on website
Showcase community involvement: volunteer work, local sponsorships, professional associations
CHALLENGE: Ask 5 of your friends for an honest assessment of what may be missing from your website

Where Trust Gets Lost

Check for outdated website content, broken links, and inconsistent business information across platforms
Remove generic corporate language and replace with authentic, personal messaging

Audit response times to customer inquiries; eliminate slow or copy-paste replies

Review all online reviews and ensure you're responding to both complaints and positive feedback
CHALLENGE: Are you loving your customers back in their reviews, or merely thanking them?

Easy Gaps You Can Close Right Now

Google your business name and city: update any inconsistent information across all platforms
Review your website for professional appearance, visible phone number, and real team photos

Set up a system to respond to every review within 24-48 hours

Post on social media weekly: completed jobs, team introductions, tips, community involvement
CHALLENGE: Audit social media content for the story you want to tell your customers: is it being told?

[ P've completed all the punch list items above
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Earning Trust When It Matters Most

Companies that focus on great customer experiences report revenue

increases of more than 80%. Customers who give companies perfect

experience scores spend 140% more and stay loyal for up to 6 years.

Even small improvements matter. Customers will spend 17% more just for a
good experience. Companies that put customer experience first are 60%

more profitable than those that don't.

The truth is, many customers are nervous even before they book the
appointment. They're wondering if they can trust you with their problem, if
the technician will show up when promised, and if the price will be fair. How
you handle every step from booking to completion determines whether you

get a loyal customer or just a one-time sale.

Worried about cheap customers? Customers will spend 17% more
just for a good experience with a home services company.

Trust at the Center of Home Services Sales Processes
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How Trust Gets Built

Trust building starts with that first phone call.
Customers feel much better getting answers
from someone who can grasp their situation, not
just an office worker relaying messages to the
technician. Listen intently and ask plenty of
questions to demonstrate your understanding.

Following up with confirmation calls or texts
shows youre organized and respect the
customer’s time. Giving customers a realistic
time window for the appointment and explaining
what (and who!) to expect helps reduce anxiety
about the unknown.

The key is setting expectations and removing
surprises for the customer. After all, surprises
about their home are exactly what led them to
call you in the first place.

Technicians who look for opportunities to build
trust, like respectfully entering the customer’s
home, provide a better customer experience
than those who try to avoid the erosion of trust.

During the diagnosis, the technician can build
customer confidence by explaining what they're
checking and why. Customers don’t need a
technical education, but they do want to
understand what's happening.

Using simple language and showing problems
when possible helps customers feel involved
rather than confused. Most importantly,
customers should come out of the experience
feeling informed, left with more control over a
previously uncontrollable situation.

The customer is most anxious about the cost to
fix their problem. Address price with a good,
better, best proposal. Good fixes the issue. Better
adds recommended repairs or services. Best
includes ongoing or preventative solutions to
reduce future problems. Each proposal should
clearly explain the core issue and required
actions, then invite questions until the customer
completely understands. Any other approach
feels like theater to justify higher prices.

Address price with a Good (minimum-required fix), Better

(recommended fix), Best (ongoing or preventative care) proposal.
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Where Trust Gets Lost

Trust breaks down when customers feel like
they've lost control in their own home. When
technicians show up late without explanation,
can't clearly communicate what's wrong, or use
confusing technical jargon, customers start to
feel anxious and powerless. This loss of control in
their own space creates the kind of resentment
that destroys trust completely.

Pressure tactics destroy trust instantly. When
technicians push for immediate decisions, claim
problems are worse than they are, or suggest
unnecessary add-ons, customers feel
manipulated. Even if they say yes in the moment,
they’ll regret it later and warn their friends about
your company.

Hidden fees or surprise charges after work is
completed break trust completely. When the
final bill doesn't land near the estimate,
customers feel cheated. And when technicians
can't explain why the price changed, customers
assume the worst about your business practices.

Poor follow-up also damages trust. When
customers have questions after the technician
leaves and can’t get clear answers, or when
promised callbacks don't happen, they start
wondering if you only care about getting paid.

When the work is already complete, customers
feel like they have no leverage to get the
attention they deserve. The silence after
payment makes customers question everything
about the experience, even if the technical work
was done well.

Problems that arise during the job become trust-
killers when technicians can’t or won't fix them.
Customers watch closely to see how you handle
unexpected issues or delays. Technicians who
need to call the office for every decision, make
excuses, or leave customers to deal with
unresolved problems signal that your company
doesn’t stand behind its work. When the person
in their home has no authority to make things
right, customers lose faith completely.

When the person in their home has no authority

to make things right, customers lose faith completely.

Trust at the Center of Home Services Sales Processes



https://www.goupslope.com/industries/services-home-improvement

Service Delivery

7\ upslope

Easy Gaps You Can Close Right Now

Start with systems and processes that
overcommunicate with the customer. Build
processes that keep customers informed at
every step: confirmation calls the day before, text
updates when the technician is on their way,
clear explanations of what will happen during
the visit, and realistic timeframes for completion.
The goal is to eliminate uncertainty and anxiety
by making sure customers always know what to
expect next.

Train your team to explain problems using
everyday language. Instead of technical terms,
use compdrisons customers understand. “Your
furnace filter is like the air filter in your car. When
it gets dirty, the engine has to work harder and
uses more gas.”

Create a simple pricing sheet that technicians
can show customers. Even if every job is different,
having standard prices for common services
helps customers feel confident they're being
treated fairly.

Develop a follow-up process for every job. A
quick call a day or two after the work is
completed shows customers you care about
their satisfaction, not just their payment. This
simple step often turns satisfied customers into
loyal customers who refer others. Most of your
competitors skip this step entirely, so following
up also sets you apart as a company that truly
cares about customer experience.

Give technicians permission to make things right
when problems happen. Whether it's coming
back to adjust something or offering a discount
when the job takes longer than expected,
empowering technicians to solve problems on
the spot prevents small issues from becoming
lost customers.

Trust in the home is earned through consistent,
professional behavior and honest
communication. When your technicians focus on
solving problems rather than selling services,
customers notice and remember.

When your technicians focus on solving problems

rather than selling services, customers notice and remember.
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Summary Punch List

How Trust Gets Built

Train staff to answer calls quickly, listen actively, and demonstrate knowledge though smart questions
Send confirmation calls/texts, realistic time windows, and technician photos before visits

Ensure technicians are trained on trust-building actions and to respect the customer’'s home

Present good/better/best pricing options upfront, explain issues clearly, then invite questions
CHALLENGE: Are your technicians looking for ways to build trust or simply avoiding the risk of losing trust?

Where Trust Gets Lost

Monitor for late arrivals without communication and poor problem explanations

Train against pressure tactics: rushed decisions, exaggerated problems, unnecessary upsells
Eliminate surprise charges; ensure final bills match estimates with clear explanations

Ensure customers have complete information before being asked to make any decisions
CHALLENGE: Define what “complete information” means and how delivery will be measured

Easy Gaps You Can Close Right Now
Create overcommunication checklist: confirmations, arrival updates, visit explanations, timelines
Develop simple analogies for coommon problems
Implement follow-up calls 1-2 days after every completed job

Give technicians authority to offer adjustments, discounts, or return visits when issues arise
CHALLENGE: Update technicians’ service performance evaluation to include customer trust

[ P've completed all the punch list items above
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Happy Customers Multiply

Most business owners at one point or another stray away from a universal
truth: your best customers already want to help you grow your business.
92% of customers trust referrals from people they know more than any

other form of advertising. The question isn't whether referrals work, it's
whether you're making it easy for customers to refer you.

Most home service businesses get some referrals naturally. A neighbor
sees your truck in the driveway and asks about your work. Someone
mentions they need a plumber at a backyard barbecue. Another notices a
faulty light switch at her friend’'s house and mentions the work you did for
her.

But companies that actively build trust for referrals get much more word-
of-mouth business than those who just hope it happens.

92% of customers trust referrals from people they know
more than any other form of advertising.

Trust at the Center of Home Services Sales Processes
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How Trust Gets Built

Referral trust starts with doing exactly what you
promised to do. When you show up on time, fix
the problem completely, and charge what you
quoted, you create customers who feel confident
recommending you to others. They know their
friends won't be disappointed or embarrassed by
the recommendation.

But great service alone isn’'t enough to generate
lots of referrals. Customers need to remember
you when referral opportunities come up. Staying
in touch after the job is done through follow-up
calls, seasonal maintenance reminders, or
helpful tips, keeps your company top-of-mind
when neighbors ask for recommendations.

Routine communication is an afterthought for
most service companies, but you occupy a
unique space in your customer’s life. You hold
knowledge  authority, and any routine
communication with your customer could be
interpreted as coaching. Why not remind them of
ways to best take care of their home?

Making it easy to refer you also builds referral
trust. When customers can easily find your
phone number, remember your company name,
or share your website, they're more likely to
actually make referrals instead of just thinking
about it.

Some companies take referrals a step further by
creating programs that reward customers for
recommendations. When you offer something
valuable to customers who send you business—
whether it's a discount on their next service call,
a gift card, or a small thank-you gift)—you're
doing more than just encouraging referrals.
You're showing customers that you value their
trust and want to take care of the people they
care about.

These programs work because they turn the act
of referring into something that benefits
everyone involved. They also have the benefit of
being cheaper than traditional customer
acquisition programs.

Great service alone isn’t enough to generate referrals.

Customers need to remember you when referral opportunities come up.
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Where Trust Gets Lost

Trust for referrals gets lost when customers don't
feel confident about the experience their friends
will have. Maybe your service was good, but not
great. Maybe you fixed their problem, but the
process was stressful or confusing. Customers
won't risk their own reputation by recommending
a company they’re not completely confident
about.

It's important to remember the personal
reputation risk to your existing customer. When
someone recommends your company and their
friend has a bad experience, it damages the
relationship between those two people.

Referrals need to be treated as what they really
are: someone else doing both you and their
friend a favor. Just like your existing customer
would be embarrassed if their friend treated you
poorly, you hold the same responsibility to your
existing customer in the customer service you
provide to their friend. You are acting on behalf
of your existing customer.

Referral trust also gets lost when companies
don’t routinely check in. Customers who had
great experiences forget about you over time.
Nothing reminds them of the extra value you
provide in your customer experience. When
referral opportunities come up months later, your
company isn’t on their minds anymore.

Without regular touchpoints, even your happiest
customers will struggle to remember your
company name or find your contact information
when their neighbor asks for a recommendation.
You become just another service company they
used instead of their go-to-expert.

Inconsistent service kills referral trust too. When
the customer who refers you gets your A-team,
but their friend gets your B-team, the difference
is obvious. The referring customer feels
embarrassed and disappointed, and you lost
both their trust and any future referrals from that
network.

Referrals need to be treated as what they really are:

Someone else doing both you and their friend a favor.
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Easy Gaps You Can Close Right Now

Start by creating a simple follow-up system for
every completed job. A phone call a few days
after service, a text message a week later, and a
seasonal check-in email should be the bare
minimum.

Make it incredibly easy for customers to refer
you. Create simple business cards they can
share, or better yet, cards that offer something
valuable to both the referring customer and their
friend.

Digital options work too: a simple text message
with your contact information and website
makes it effortless for customers to store and
pass along your details. The key is removing
every possible barrier between a customer’s
desire to refer you and their ability to do it.

Train your entire team to deliver consistent
service. Every customer should get the same
professional treatment. Consistency builds
confidence, and confident customers make
more referrals.

Ask for referrals directly, but do it the right way.
Instead of just saying “please refer us,” ask
customers if they know anyone who might need
your services. This feels more like helping their
friends than helping your business. Timing
matters too: ask when customers are most
satisfied, like right after completing good work or
during a positive follow-up call.

Always follow up with both parties when you get
a referral. Thank the referring customer again
after the service has been delivered to their
friend and let them know how the job went. This
completes the referral loop and encourages
more recommendations in the future.

The most successful home service companies
don’t just hope for referrals. They build systems
that make referrals natural and easy. When
customers trust that their friends will have the
same great experience they did, referrals
become a reliable source of new business that
grows your company while strengthening your
reputation in the community.

When your technicians focus on solving problems

rather than selling services, customers notice and remember.
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Summary Punch List

How Trust Gets Built

Deliver exactly what you promise: punctual arrival, complete fixes, accurate pricing

Create stay-in-touch system: follow-up calls, seasonal reminders, helpful maintenance tips

Design easy referral process: simple business cards, digital sharing, clear contact methods

Consider referral rewards program benefiting both referring customers and their friends

CHALLENGE: What's your cost-per-new-customer for referrals versus traditional customer acquisition?

Where Trust Gets Lost

Ensure every customer experience is excellent enough to confidently recommend to friends
Recognize that bad referred experiences damage personal relationships between customers

Check that you're staying top-of-mind: customers forget details without regular contact

Audit service consistency: ensure all customers get same quality regardless of technician
CHALLENGE: Do you know what an ideal customer experience looks like? Do you have it documented?

Easy Gaps You Can Close Right Now

Set up systematic follow-up: service calls, weekly check-ins, seasonal maintenance emails

Create referral tools: shareable cards, easy digital contact sharing, remove all barriers

Ask for referrals during peak satisfaction: right after good work or positive follow-up calls

Follow up with both referring customer and new client after every referral, both before and after service
CHALLENGE: How are you expressing appreciation to your customers who provide you with referrals?

[ P've completed all the punch list items above
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If these tips helped you think differently about trust and sales in
your business, let’s talk.

By clicking anywhere this square or the button below, you can
book a free 30-minute session with one of our revenue experts
to go over any challenges you're facing. We will give you a
clear recommendation based on your goals. No strings
attached.

ASK UPSLOPE
Interested in What do most home services
Upslope’s experience? companies need help with?

ABOUT UPSLOPE INDUSTRY PAGE


https://www.goupslope.com/about#expertise
https://www.goupslope.com/contact
https://www.goupslope.com/industries/services-home-improvement
https://www.goupslope.com/contact
https://www.goupslope.com/about#expertise
https://www.goupslope.com/industries/services-home-improvement
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