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PRACTICAL BUSINESS GUIDE

Trust Signals

Explain the concrete signals that increase or erode confidence for someone who
has no prior relationship with the business.

What Makes a Stranger Commit

A trust signal is visible information that reduces uncertainty about whether the business is

real, current, competent and likely to do what it says. Polish can support evidence but cannot
replace it.

Show something

Remove visible Keep important

real. staleness. facts aligned.

Real work and customer Consistent details suggest the
evidence lower perceived risk. business is actively

maintained.

Concrete details give a visitor
something they can evaluate.

Use this guide —
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PURPOSE

The problem this guide helps you see

MISSION

Explain the concrete signals that increase or erode confidence for someone

who has no prior relationship with the business.

WRITTEN FOR USEFUL BOUNDARY

Businesses whose website looks polished but This is not a checklist of badges. Trust is built
relies on generic claims, stock imagery or by evidence and consistency that fit the
outdated content instead of specific evidence. particular decision the page is asking the

visitor to make.

DEFINITION

A trust signal is visible information that reduces uncertainty about whether the
business is real, current, competent and likely to do what it says. Polish can
support evidence but cannot replace it.

THINK OF IT LIKE THIS

An unfamiliar shop becomes credible through small signals: current details,
people who know the work, real customers and facts that agree wherever
you check.
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MECHANISM

What Makes a Stranger Commit

The useful test is whether the page helps the visitor understand, trust and act -
not whether every planned block is present.

ADDS CONFIDENCE ERODES CONFIDENCE

° Specific service details

Vague quality claims
° Real business imagery Generic stock imagery
° Current dates and working links Expired promotions

° Evidence from real customers No evidence of real work

G Consistent hours, address and pricing Details that disagree elsewhere

Trust is cumulative. Several small mismatches can make the whole site feel less reliable.

USEFUL TEST

Test the live page as a first-time visitor on the real device. Judge the decision it

supports, not the intention behind the design.
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COMMERCIAL EFFECT

PAGES THAT CONVERT ¢« COMMERCIAL EFFECT

Why this changes what visitors do next

Page structure changes how much effort a visitor spends understanding, trusting

and acting on the offer.

WHAT CHANGES
Specificity

Concrete details give a visitor something they
can evaluate.

WHAT CHANGES
Reliability

Consistent details suggest the business is
actively maintained.

WHAT CHANGES

Authenticity

Actual people, spaces or work make the offer
less abstract.

WHAT CHANGES
Proof

Real work and customer evidence lower
perceived risk.

WHAT CHANGES
Freshness

Expired offers and dead links make visitors
question what else is outdated.

WHAT CHANGES

Supported polish

Design helps evidence land but does not carry
the trust burden alone.

Evidence boundary: structure can change comprehension immediately. Commercial effects still depend on

the traffic, offer and the rest of the live journey.
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FAULT REGISTER - 1 OF 2

What | would flag

Severity reflects customer impact. Each fault is paired with the visible

consequence and what it costs.

There is no evidence real
customers exist
The site makes claims but provides no

appropriate proof of customer experience,
work or outcomes.

Generic stock imagery
replaces specifics
Photography could belong to any business
in the category.

Visibly outdated content
remains live

Old dates, broken links or expired
promotions are still presented as current.

PAGES THAT CONVERT

A stranger is asked to trust the
business entirely on its own
description of itself.

The design looks polished
while the business remains
abstract.

Visitors receive a visible
signal that the site is not
actively maintained.
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FAULT REGISTER - 2 OF 2

What | would flag

Severity reflects customer impact. Each fault is paired with the visible
consequence and what it costs.

Claims are vague and The visitor has no useful basis

unsupported for comparing the claim with

Broad adjectives appear without concrete alternatives.

specifics or evidence.

Important details disagree The customer must decide

which version is true before

Hours, address, pricing or service
deciding whether to commit.

information changes by page or platform.

READ NEXT

The Function and Enquiry Page
Put trust close to a high-value service and the action the visitor is considering.
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CORRECTION

PAGES THAT CONVERT -

The assumption that keeps this problem

alive

COMMON MYTH

A professional-looking design is enough to
build trust.

Better framing: Polish signals care and competence. It does not prove that customers exist,
details are current or the business can deliver the specific thing being claimed.

WHY IT PERSISTS

Polish is visible

Visual quality is easier to
review than the strength of
evidence.

WORKING CONTROL

Use specifics

Replace broad adjectives with
concrete descriptions.

WHY IT PERSISTS
Generic claims feel
safe

Broad language avoids risk
but gives the visitor little to
verify.

WORKING CONTROL

Use real evidence

Show actual work, spaces or
appropriate customer proof.

WHY IT PERSISTS

Maintenance is
distributed

Dates, details and offers drift
when no source of truth is
owned.

WORKING CONTROL

Keep facts current

Remove stale material and
align important details.

CORRECTION

Useful boundary: Reduce uncertainty for the visitor before adding visual sophistication.

PAGES THAT CONVERT
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STANDARD

What a working version looks like

This describes the condition to reach. The exact implementation depends on the
page, customer and offer.

AREA FAILING PATTERN WORKING PATTERN

Customer evidence None or hidden Relevant proof appears near the decision
Imagery Generic stock only Real business imagery appears where useful
Freshness Old dates and offers stay live Outdated material is removed or updated
Claims Broad adjectives Specific descriptions replace vague claims
Details Facts change between locations Important facts agree across channels
Design Polish carries the trust burden Design supports concrete evidence

QUICK SELF-CHECK RELEVANT FOLLOW-UP SERVICE

Website Snapshot

Use this when you want the live customer
decision tested on the actual page and device.

The site shows appropriate evidence of real
work or customers

‘ Real business imagery is used where practical
. Expired offers and broken links are removed

. Claims are specific enough to evaluate $89
. Hours, address and pricing are consistent

@ Trust evidence sits close to the decision it
supports
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DUE DILIGENCE

Five questions worth asking whoever
maintains the page

Clear answers should describe the current live experience and the customer
decision the page is designed to support.

° What evidence matters most to a first-time customer here?
a Which content visibly dates the site?

° Where are adjectives standing in for specifics?

a Which business details can disagree across platforms?

° Does the imagery prove anything about the real business?

WHAT A USEFUL ANSWER SOUNDS LIKE

Ask what the visitor can see and do now on the current page and device - not what the design

was supposed to achieve at launch.
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What Makes a Stranger Commiit.

Show something real. Remove visible staleness. Keep important facts aligned. Make
the visitor's next decision easier to understand and take.

PRIMARY NEXT STEP

The Function and Enquiry Page

Put trust close to a high-value service and the action the visitor is considering.

Continue —

Pages That Convert All guides

See every guide in this collection. Browse every topic and problem.

Explore collection — View library —

Want help applying this to your business?

Bring me the page where customers have to trust you before they know you. | can identify which
signals add confidence and which inconsistencies quietly take it away.

Discuss the task —
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