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YOUR CUSTOMER IS JUDGING YOUR
QUALITY BEFORE THEY EXPERIENCE YOUR QUALITY.

What is your brand saying when you're not saying anything?

But we say
we're premium!

What does
your proposal
look like?

How quickly
do enquiries
get answered?

Your price_
may say premium.

But what does
everything else

o L

INSIGHT  Customers use visible clues to estimate invisible quality.

Long before they experience your product or service, they look at everything
around it to decide if you're truly premium.

EEREN N

WEBSITE PROPOSAL PACKAGING RESPONSE SPEED  REVIEWS & SOCIAL PROOF
Does it look credible Is it clear, well designed &. DELWERY Are enquiries answered Do others vouch
and professional? and detailed? Does it feel premium quickly and helpfully? for your quality?

at every touchpoint?

TURN PERCEPTION INTO OPPORTUNITY.
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CUSTOMERS USE VISIBLE CLUES TO
ESTIMATE INVISIBLE QUALITY.

Before people experience your product or service, they collect clues
and form expectations.

What do all Z NN . | Exactly!
these clues make — People look
me believe? _. for clues. Every
j 24 touchpoint sends
Bl a signal about

your quality.

600D SIGNAI.S VS  CONTRADICTORY SIGNAI.S

PREMIUM PRICE ) PREMIUM PRICE H
+ PREMIUM PROPOSAL P2 ) Locks )\ | +SLOPPY PROPOSAL S as
= CONFIDENCE 4 ). Creeee: = PROPOSAL
YACDE AE 1 \VE £ 4997 ) + ‘
EXPERT CLAIM EXPERT CLAIM
+ THOUGHTFUL DIAGNOSIS really + GENERIC LANGUAGE
= TRUST DETAILED G| understand = SKEPTICISM GENERIC
DIAGNOSIS P\ my needs! L
We are We are
experts in experts in
this field. this field.
FAST SERVICE PROMISE FAST SERVICE PROMISE
+ QUICK REPLY + LATE REPLY
& BEI'IEF M Hil Thanks for = mm Hit Apologies
' your enquiry. m;_:lhgeeilet:a&
We reply Here's the info... We reP'Y ou 5002.
| ey g e it

Customers don’t wait to experience your quality.

' TAKEAWAY They interpret the signals around your quality.

CLUES SHAPE EXPECTATIONS.
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THE S.L.G.N.A.L. FRAMEWORK

Don't leave perception to accident.

SELECT THE PERCEPTION

What do you want customers = A
to believe about you? o

Start with o
|| the belief you -,
want to create. }J a

CUSTOMERS
BELIEVE....

IDENTIFY THE CUES L

What visible signs are
customers actually seeing?

GIVE EVIDENCE a ’

Support signals with =2 .
proof, not just claims. /

One bad signal -
can question

ten good claims.

NEUTRALISE !,
CONTRADICTIONS

Remove any cue that fights
your positioning. S \

ALIGN TOUCHPOINTS

Customers don't Website, propos_a!, sales
Jusf hear your claims. p}:or:ﬁ.;:‘,s,_p;:.u:kagmg,h sut%port
They see the whole should reinforce each other.

:-'z Q=

experience and make
their own judgement. LET CONSISTENCY

COMPOUND
Repeated aligned signals

turn perception into
reputation.

UISIBLE CUES EXPECT ATION PEI!CEPT ION TRUST ACTION
What they see They form an They judge Consistency Trust leads
and experience. expectation. your quality. builds trust. to enquiries,

sales and loyalty.

DON'T LEAVE PERCEPTION TO ACCIDENT.
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CLAIM vs CUE

Customers believe what your business demonstrates.

e e

oV /

A claim is ~ “1
what you say. /' ~
A cueisw

claims
believable. N

Every enquiry
>acknowled ed quickly

and updates are
predictable.

Thoughtful design,
better presentation,
and polished service.

I > Sharper diagnosis,

smarter questions,
clearer process.

A\ e L - Visible testing,
y N documentation, and
% ‘ process discipline.

PRICE BREAKDOWN NEXT STEPS
_ NEXTSVERD
i $1,000 «rm proposal
4 product [ Service Confirm prope:
Clear pricing, sewp/Desgn 8200 <4 it
exclusions, and | Sy si0 | | €

next steps. T o

“ A\~ A SIGNAL CREATES AN EXPECTATION. )\ (&
@ OPERATIONS MUST DELI E PROOF. /o

9 Get started

Claims aﬁ'rgc'r.
Cues convince.

==

R

I

CLAIMS ATTRACT. CUES CONVINCE.
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DAY 59 SIGNAL AUDIT WORKSHEET

Fix one signal that contradicts your positioning today.

\/~ What do you YOUR BRAND
want custemers (LGSR e alway®
to believe about picking up
your brand? ignal*

A2\ 2. Three visible signals currently
supporting that perception:

4. What signal contradicts our
positioning?

6. What one signal will we improve first?

7. What should the customer conclude 5-SECOND SIGNAL TEST
after seeing our brand? 0

If a customer saw your brand for
5 seconds but couldn’t read your copy,
what would they conclude?

'E TODAY’S ACTION: FiX ONE SIGNAL THAT DOESN'T MATCH YOUR POSITIONING.

TURN SIGNALS INTO TRUST.




