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Clarifying

Sometimes the client isn’t hesitant, they’re just unsure what we're really saying.

Hilary Hoff - Director of Client Experience 9 September 2025

it doesn’t work. And more often than we admit ... that uncertainty

W hat’s included and what’s not. What happens next. What happens if
can start with us.

In the rush to keep momentum, it’s easy to round off details or assume we'll
cover them later. Not to mislead, but to keep the conversation moving. Yet
when we do that, we leave space for the client to wonder instead of know.
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And when the goal is a shared outcome, trust can’t be a tactic. It must be the default.

Clarity isn’t a risk. It's what earns trust.

Being clear doesn’t mean overexplaining. It doesn’t mean filling the air. It means being honest, direct, and specific about what’s true,
even if it hasn’t been asked. It means offering the full picture without making the client work for it. It means respecting their time,
their role, and the weight of the decision they’re making.

When it’s unclear, it’s not safe to say yes. And when it’s not safe, even the right answer starts to feel like the wrong call. That’s not
resistance, that’s uncertainty. And our responsibility is to replace uncertainty with clarity, so both sides can move forward with
confidence.

We don'’t build confidence by being clever. We build it by being clear. Not after the contract is signed, not once someone pushes
back, but from the start.

This isn't a poker game. We're not hiding anything. And we're not on opposite sides of the table. We're working toward the same
outcome.

Because when both sides can see it clearly, the next step doesn’t need to be sold, it just makes sense.

Previous: Calibrating. Next: Connecting.

Let’s talk.
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