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Confidentiality Statement 

This Connect Those Dots Framework Assessment has been prepared exclusively 
for Connected Dots Luxury Estate Agent. 

The contents of this document are confidential and intended solely for the 
individuals responsible for the leadership, management, and growth of the 
business. 

This assessment contains business observations, findings, conclusions, and 
Growth System analysis derived from information supplied through the Connect 
Those Dots Business Discovery Questionnaire and Connect Those Dots Research & 
Analysis process. 

The contents of this document must not be distributed, reproduced, published, or 
shared with third parties without prior written permission. 

Report Overview 

Hi James, 

This assessment has been undertaken to provide a clear understanding of how 
your business currently creates growth, where that growth originates, what 
influences customer movement, and how the various parts of your business 
currently work together. 

Throughout the assessment, we have examined the assets, activities, trust signals, 
delivery mechanisms, customer experiences, and business elements that 
influence how customers discover you, evaluate you, choose you, and continue to 
recommend you to others. 

The purpose is not to focus on individual activities in isolation, but to understand 
how your Growth System currently operates as a whole. Every business contains 
assets that contribute to growth. Some create visibility. Some create trust. Some 
create delivery excellence. The greatest growth opportunities often emerge from 
understanding how these assets interact with one another. 
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This assessment provides an evidence-based view of what currently exists within 
your business, how customers move through the business today, where 
momentum is being created, where movement slows, and what factors are 
influencing future growth potential. 

What you gain from this assessment is a documented understanding of the 
Growth System that already exists within your business. This creates greater 
clarity around the assets that currently support growth, the areas that contribute 
the greatest value, and the factors that influence customer progression from 
initial awareness through to successful outcomes. 

Understanding your Growth System matters because sustainable growth is rarely 
created by a single activity. It is created by the combined influence of multiple 
connected assets working together. The stronger those connections become, the 
easier it becomes for customers to discover you, trust you, choose you, and 
recommend you. 

This assessment establishes the current reality of your business and provides a 
comprehensive view of the Growth System operating within Connected Dots 
Luxury Estate Agent today. 
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1. Your Dots Mapped Out 

Introduction 

Before assessing how growth moves through your business, it is important to 
understand the assets that already exist and influence customer behaviour. 

Every business contains a collection of assets that shape how customers discover 
you, understand what you do, trust your expertise, decide to work with you, and 
ultimately recommend you to others. Some of these assets are highly visible, 
while others operate quietly in the background. Together, they form the 
foundations of your Growth System. 

The assessment found that your business already possesses a strong collection 
of Clarity Dots, Trust Dots, and Delivery Dots. While some contribute more heavily 
than others, each plays a role in influencing visibility, trust, customer decisions, 
retention, referrals, and long-term growth. 

Executive Dot Summary 

Classification 
Total Dots 
Identified 

Most Significant Dots 

Clarity Dots 8 
Luxury Property Positioning, Local Market Expertise, 
Bespoke Client Service, Premium Brand Presence 

Trust Dots 9 
Google Reviews, Referral Network, Repeat Business, 
Industry Reputation 

Delivery Dots 8 
Personalised Sales Process, Vendor Communication 
Process, Negotiation Expertise, After-Sale Client Support 

 

Clarity Dots 

Clarity Dot Why It Matters Supporting Evidence 

Luxury Property 
Positioning 

Clearly communicates the market 
segment served and helps attract 
premium vendors and buyers. 

Business positioned 
around luxury residential 
property sales. 
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Clarity Dot Why It Matters Supporting Evidence 

Local Market 
Expertise 

Demonstrates deep knowledge of the local 
property market and differentiates the 
business from larger national competitors. 

Strong local reputation 
and local market focus. 

Bespoke Client 
Service 

Communicates a personalised approach 
rather than a volume-driven estate 
agency model. 

Client experience 
positioned as highly 
tailored. 

Premium Brand 
Identity 

Creates immediate expectations around 
quality, professionalism and service 
standards. 

Consistent premium brand 
presentation across 
customer touchpoints. 

Property 
Marketing 
Capability 

Demonstrates the ability to professionally 
present and market properties. 

High quality property 
presentation and 
marketing materials. 

Independent 
Agency Status 

Creates a perception of accessibility and 
personal accountability. 

Independent ownership 
model highlighted 
throughout the business. 

Vendor Advisory 
Approach 

Positions the business as an advisor rather 
than simply a transaction facilitator. 

Consultative approach to 
property sales. 

Established 
Market Presence 

Reinforces business stability and long-
term presence within the market. 

Long trading history and 
established local presence. 

 

Trust Dots 

Trust Dot Why It Matters Supporting Evidence 

Google Reviews 
Provides independent validation from 
previous clients and reduces uncertainty 
for prospective customers. 

Strong review profile and 
positive customer 
feedback. 

Referral Network 
Demonstrates that previous clients are 
willing to recommend the business. 

Significant proportion of 
enquiries originate through 
referrals. 

Repeat Business 
Indicates previous customers trust the 
business enough to return. 

Returning vendors and 
buyers continue to engage 
the business. 

Industry 
Reputation 

Reinforces credibility within the local 
market. 

Established reputation 
developed over many 
years. 

Client 
Testimonials 

Provides proof of successful outcomes 
and customer satisfaction. 

Positive customer 
experiences documented 
across channels. 
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Trust Dot Why It Matters Supporting Evidence 

Property Sale 
Success Stories 

Demonstrates capability through real-
world outcomes. 

Consistent record of 
successful property 
transactions. 

Personal 
Relationships 

Builds trust through direct relationships 
with clients. 

High-touch customer 
engagement model. 

Community 
Presence 

Creates familiarity and local credibility. 
Active visibility within the 
local community. 

Professional 
Conduct 

Reduces perceived risk when selecting 
an estate agency. 

Consistent service 
standards and professional 
presentation. 

 

Delivery Dots 

Delivery Dot Why It Matters Supporting Evidence 

Personalised Sales 
Process 

Enables clients to receive tailored 
support throughout the 
transaction. 

Bespoke service model 
embedded within delivery. 

Vendor 
Communication 
Process 

Keeps clients informed and 
reduces uncertainty during the 
sales process. 

Regular communication 
highlighted as a service 
strength. 

Property Marketing 
Delivery 

Ensures properties are 
professionally presented to 
prospective buyers. 

Established property 
marketing capability. 

Negotiation Expertise 
Directly influences transaction 
outcomes and customer 
satisfaction. 

Proven experience in property 
negotiation. 

Buyer Qualification 
Process 

Improves efficiency and sales 
progression quality. 

Structured approach to buyer 
engagement. 

Sales Progression 
Support 

Maintains momentum between 
offer acceptance and completion. 

Ongoing management of 
transactions. 

After-Sale Client 
Support 

Extends customer experience 
beyond the transaction itself. 

Continued engagement 
following successful 
completion. 

Relationship 
Management 

Supports repeat business and 
referrals. 

Ongoing client relationship 
focus. 
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How Your Most Important Dots Become Visible 

• Luxury Property Positioning → Premium Brand Identity → Local Market 
Expertise → Google Reviews 

• Referral Network → Personal Relationships → Vendor Advisory Approach → 
Repeat Business 

• Property Marketing Capability → Property Sale Success Stories → Client 
Testimonials → Industry Reputation 

• Vendor Communication Process → Personalised Sales Process → Customer 
Satisfaction → Referrals 

• Negotiation Expertise → Successful Transactions → Trust → Repeat Business 

Dot Significance Analysis 

The strongest foundations within your Growth System are created by the 
interaction between your market positioning, reputation, and delivery experience. 

The Clarity Dots work particularly well because they immediately communicate 
who the business serves and what type of experience customers should expect. 
The combination of luxury positioning, local expertise, and bespoke service 
creates a clear market identity that helps prospective customers understand 
where the business fits within the market. 

The most influential Trust Dots are those created through customer experience 
rather than marketing activity. Reviews, referrals, repeat business, and reputation 
all originate from previous customer outcomes. This creates a powerful trust layer 
because prospective customers are influenced by the experiences of others 
rather than solely by business-generated messaging. 

The Delivery Dots provide the operational foundations that support those trust 
signals. Personalised service, communication, negotiation, and relationship 
management create customer experiences that ultimately generate reviews, 
referrals, repeat instructions, and long-term loyalty. 

Taken together, these Dots create a Growth System that relies heavily on 
reputation, relationships, customer experience, and local market credibility. 
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Key Findings 

• Total Clarity Dots Identified: 8 
• Total Trust Dots Identified: 9 
• Total Delivery Dots Identified: 8 
• Most Significant Clarity Dots: Luxury Property Positioning, Local Market 

Expertise, Bespoke Client Service 
• Most Significant Trust Dots: Google Reviews, Referral Network, Repeat 

Business, Industry Reputation 
• Most Significant Delivery Dots: Personalised Sales Process, Vendor 

Communication Process, Negotiation Expertise 
• Most Influential Dots Overall: Referral Network, Google Reviews, Local Market 

Expertise, Personalised Service, Repeat Business 

Conclusion 

Your Dot landscape reveals a business built upon strong foundations of 
reputation, trust, local expertise, and personalised service. 

The most valuable assets within the Growth System are not isolated activities but 
interconnected elements that collectively influence how customers perceive, 
trust, and choose the business. In particular, the combination of strong local 
credibility, positive customer experiences, referral activity, and repeat business 
creates a solid platform upon which future growth can be built. 

Understanding these existing Dots is important because they represent the assets 
already contributing value today. They reveal where trust is being created, where 
customer confidence originates, and which elements currently have the greatest 
influence on Connected Growth. 
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2. Understanding Your Existing Connections 

Introduction 

The value of any individual asset within your business is determined not only by its 
quality, but by how effectively it connects to other assets within the Growth 
System. 

A strong review profile has limited value if prospective customers never see it. 
Local expertise has limited value if it is not connected to trust. Exceptional 
customer experiences have limited value if they do not generate referrals, repeat 
business, or future opportunities. 

This section examines how the most important Dots currently interact with one 
another, where movement already occurs, where momentum is being created, 
and where valuable assets exist but are not yet fully connected. 

Existing Connections Register 

Starting Dot Connected Dot Connection Description Strength 

Luxury Property 
Positioning 

Premium Brand 
Identity 

Market positioning reinforces 
premium brand perception. 

Strong 

Premium Brand 
Identity 

Google Reviews 
Brand credibility is strengthened by 
independent customer validation. 

Strong 

Local Market 
Expertise 

Vendor Advisory 
Approach 

Local knowledge supports trusted 
advisory conversations. 

Strong 

Vendor Advisory 
Approach 

Personalised Sales 
Process 

Advisory discussions transition 
naturally into service delivery. 

Strong 

Personalised Sales 
Process 

Customer 
Satisfaction 

Tailored service contributes directly to 
positive customer experiences. 

Strong 

Customer 
Satisfaction 

Referrals 
Positive experiences generate 
recommendations. 

Strong 

Customer 
Satisfaction 

Repeat Business 
Successful outcomes encourage 
future instructions. 

Strong 

Property Marketing 
Capability 

Property Sale 
Success Stories 

Effective marketing contributes to 
successful sales outcomes. 

Strong 

Successful 
Transactions 

Client Testimonials 
Positive outcomes generate customer 
endorsements. 

Moderate 
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Starting Dot Connected Dot Connection Description Strength 

Client Testimonials Trust 
Testimonials reinforce credibility with 
prospective customers. 

Moderate 

Negotiation 
Expertise 

Successful 
Transactions 

Strong negotiation supports 
favourable client outcomes. 

Strong 

Community 
Presence 

Industry 
Reputation 

Visibility within the community 
strengthens reputation. 

Moderate 

Industry 
Reputation 

Referral Network 
Reputation encourages 
recommendation behaviour. 

Strong 

Google Reviews Enquiries 
Reviews influence customer decision 
making. 

Strong 

Repeat Business Revenue Growth 
Returning clients contribute to 
ongoing revenue stability. 

Strong 

 

Existing Movement Analysis 

Movement within the Growth System is strongest where customer experience and 
reputation intersect. 

The most consistent pattern begins with visibility through market positioning, local 
expertise, reputation, or referrals. Prospective customers then encounter trust-
building assets such as reviews, testimonials, reputation, and advisory 
interactions before progressing into the personalised sales process. 

The strongest movement occurs after a customer engages with the business. 
Once inside the delivery experience, communication, service quality, negotiation 
capability, and relationship management work together to create positive 
outcomes. These outcomes frequently generate referrals, reviews, repeat 
instructions, and future opportunities. 

Movement appears weakest where customer success is not consistently 
converted into visible trust assets. While strong experiences are being created, 
some of their long-term value remains contained within the customer 
relationship itself rather than becoming visible to future prospects. 

The connections currently creating the greatest value are those linking customer 
experience to trust generation and trust generation to future enquiries. 
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Dead Ends Register 

Dot Why Movement Stops Supporting Evidence 

Successful 
Transactions 

Not every successful outcome 
becomes a visible trust asset. 

Limited conversion of all customer 
outcomes into public trust signals. 

Community 
Presence 

Visibility does not always 
progress into measurable 
enquiries. 

Awareness exists without consistent 
onward movement. 

Client 
Testimonials 

Testimonials exist but do not 
always connect to wider visibility. 

Trust asset exists but movement 
beyond the asset appears 
inconsistent. 

Industry 
Reputation 

Reputation is established but 
relies heavily on existing 
awareness. 

Reputation strength exceeds 
visibility strength. 

 

Loops Register 

Loop Description 
Growth 
Value 

Customer Satisfaction → Referral 
→ New Customer 

Positive experiences generate 
recommendations that create new 
opportunities. 

High 

Customer Satisfaction → Review 
→ Trust → Enquiry 

Positive experiences create reviews that 
influence future customers. 

High 

Successful Sale → Repeat 
Business → Revenue 

Positive outcomes encourage customers 
to return. 

High 

Local Expertise → Trust → 
Instruction → Successful 
Outcome → Reputation 

Expertise strengthens trust, which 
reinforces future credibility. 

High 

Reputation → Referral → 
Reputation 

Strong reputation encourages 
recommendations, further strengthening 
reputation. 

Moderate 

 

Stops Register 

Stop Location Dots Involved Supporting Evidence 

Awareness to Enquiry 
Brand Visibility → Prospect 
Action 

Not all visibility converts into 
active engagement. 
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Stop Location Dots Involved Supporting Evidence 

Successful Outcome to 
Public Trust Asset 

Customer Satisfaction → 
Review/Testimonial 

Some customer goodwill remains 
private. 

Community Visibility to 
Commercial Enquiry 

Community Presence → 
Lead Generation 

Awareness does not always 
create measurable progression. 

Testimonial to Wider 
Visibility 

Testimonial → Future 
Prospect 

Existing proof is not always 
amplified across the wider Growth 
System. 

 

Missing Movement Register 

Dot A Dot B Missing Movement Observed 

Successful 
Transactions 

Google Reviews 
Not every successful transaction result in a 
review. 

Client Testimonials 
Referral 
Network 

Testimonials and referrals operate largely 
independently. 

Community Presence Enquiries 
Limited evidence of consistent progression 
between visibility and enquiry. 

Property Sale Success 
Stories 

Future Trust 
Creation 

Success stories are not always creating ongoing 
trust momentum. 

Repeat Business Referral Activity 
Returning customers are not always generating 
additional referrals. 

 

Visual Connection Maps 

• Luxury Property Positioning → Premium Brand Identity → Google Reviews → 

Enquiry 
• Local Market Expertise → Vendor Advisory Approach → Personalised Sales 

Process → Customer Satisfaction 
• Customer Satisfaction → Review → Trust → Future Customer 
• Customer Satisfaction → Referral → Enquiry → Customer 
• Negotiation Expertise → Successful Transaction → Repeat Business → 

Revenue 
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Key Findings 

• Total Connections Identified: 15 
• Strongest Connections: Customer Satisfaction → Referrals, Customer 

Satisfaction → Repeat Business, Google Reviews → Enquiries, Local Expertise 
→ Vendor Advisory Approach 

• Weakest Connections: Community Presence → Commercial Enquiry, 
Testimonials → Wider Visibility 

• Most Valuable Movement Paths: Customer Satisfaction → Referral → New 
Customer, Customer Satisfaction → Review → Trust → Enquiry 

• Most Significant Dead Ends: Successful Transactions not consistently 
becoming visible trust assets 

• Most Significant Stops: Customer success not always progressing into 
public proof 

• Most Significant Missing Movement Observations: Successful outcomes, 
testimonials, and repeat customers are not always creating maximum 
onward movement 
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Conclusion 

Your Connection landscape reveals that the business already possesses several 
highly effective movement pathways, particularly those linking customer 
experience, trust creation, referrals, and repeat business. 

The strongest parts of the Growth System are not individual Dots but the 
relationships between them. Where those relationships are active, movement 
occurs naturally and momentum begins to build. Where movement weakens, 
valuable assets continue to exist but their full influence on future growth is 
reduced. 

Overall, the assessment shows a business with strong trust-based connections 
and multiple momentum loops already operating. The greatest value currently 
comes from the way positive customer experiences influence future customer 
acquisition through reputation, reviews, referrals, and repeat business. 

3. Your Existing Customer Journey 

Introduction 

Understanding how customers move through your business provides valuable 
insight into how growth is currently being created. 

Every customer enters the Growth System with a different level of awareness, trust, 
urgency, and intent. Some arrive through referrals already carrying a high level of 
confidence. Others discover the business through visibility assets such as reviews, 
reputation, or local market presence before progressing through a period of 
evaluation and trust building. 

By understanding how customers currently move, where they gain confidence, 
where decisions are made, and where movement slows, it becomes easier to 
understand the forces influencing growth throughout the business today. 
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Customer Entry Point Register 

Entry Point Description Supporting Evidence 

Referral 
Recommendations from previous clients, 
friends, family, and professional contacts. 

Strong referral activity 
contributes significantly to 
new enquiries. 

Google Reviews 
Prospective customers evaluating the 
business through independent customer 
feedback. 

Strong review profile 
influences trust and enquiry 
generation. 

Local Reputation 
Customers becoming aware of the 
business through community visibility 
and word of mouth. 

Established local market 
reputation. 

Existing Customer 
Relationship 

Previous clients returning to buy or sell 
again. 

Repeat business forms part 
of ongoing customer 
acquisition. 

Property 
Marketing 
Exposure 

Prospective buyers or vendors 
encountering the business through active 
property marketing. 

Marketing activity 
generates awareness and 
enquiries. 

Direct Website 
Enquiry 

Customers actively searching for an 
estate agent and making direct contact. 

Website acts as an enquiry 
generation channel. 

Local Market 
Visibility 

Customers becoming aware through 
market presence and local recognition. 

Long-standing local 
presence contributes to 
awareness. 

 

Primary Customer Journey 

Referral → Local Market Expertise → Vendor Advisory Approach → Trust Created 
Through Reputation and Reviews → Decision to Arrange Initial Consultation → 

Decision to Instruct the Agency → Customer 

Customer Movement Analysis 

Customer movement is heavily influenced by trust rather than visibility alone. 

The strongest customer journeys begin when prospects enter the business 
through referrals, recommendations, previous customer relationships, or 
established local reputation. These entry points significantly reduce uncertainty 
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because customers arrive with a level of trust already established before direct 
engagement occurs. 

As customers move through the Growth System, progression is influenced by 
advisory conversations, local expertise, communication quality, reputation 
signals, and evidence of previous success. These factors work together to 
reinforce confidence and reduce perceived risk. 

Movement appears strongest where personal relationships and trust signals 
intersect. Referral enquiries, repeat customers, and reputation-driven enquiries 
tend to progress through the journey more efficiently than customers entering 
with limited prior awareness. 

Movement appears weakest where awareness exists without sufficient trust 
creation. Prospects may become aware of the business but require additional 
validation before progressing towards instruction. 

The most influential progression factors throughout the journey are local 
expertise, customer reviews, referral recommendations, personalised service, and 
evidence of previous success. 

Trust-Building Moments 

Trust Moment Dots Involved Supporting Evidence 

Referral 
Recommendation 

Referral Network, Industry 
Reputation 

Prospective customer receives 
trusted recommendation. 

Review Validation 
Google Reviews, Customer 
Satisfaction 

Independent customer feedback 
reinforces confidence. 

Initial Advisory 
Conversation 

Local Market Expertise, Vendor 
Advisory Approach 

Expertise demonstrated during 
early interactions. 

Property Success 
Evidence 

Property Sale Success Stories, 
Testimonials 

Previous results help validate 
capability. 

Personalised 
Consultation 

Personalised Sales Process, 
Relationship Management 

Tailored advice reduces 
uncertainty. 

Ongoing 
Communication 

Vendor Communication 
Process 

Consistent communication 
reinforces confidence. 
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Decision Moments 

Decision Moment Dots Involved Outcome 

Whether To Make 
Contact 

Reputation, Reviews, Referrals Enquiry or no enquiry. 

Whether To Arrange 
Consultation 

Expertise, Trust Signals 
Meeting arranged or 
disengagement. 

Whether To Instruct the 
Agency 

Advisory Approach, Personal 
Service, Reputation 

Instruction awarded or 
alternative agency selected. 

Whether To Continue 
During Sales Process 

Communication, Delivery 
Experience 

Customer remains engaged or 
loses confidence. 

Whether To Reuse the 
Business 

Customer Experience, Results 
Delivered 

Repeat business or customer 
exit. 

Whether To Recommend 
the Business 

Satisfaction, Relationship 
Management 

Referral activity generated or 
not generated. 

 

Conversion Moments 

Conversion 
Moment 

Dots Involved Supporting Evidence 

Initial Instruction 
Reputation, Reviews, Expertise, 
Consultation Experience 

Customer formally appoints 
the agency. 

Property Listing 
Agreement 

Advisory Approach, Personalised 
Service 

Vendor commits property to 
market. 

Successful 
Transaction 

Negotiation Expertise, Sales 
Progression Support 

Sale successfully completed. 

Repeat Instruction 
Relationship Management, Previous 
Experience 

Customer returns for future 
transactions. 

Referral Generation 
Customer Satisfaction, Trust, 
Reputation 

Existing customer introduces 
future customer. 

 

Journey Stops Register 

Journey Stop Dots Involved Supporting Evidence 

Awareness Without 
Enquiry 

Visibility Assets, Reputation 
Awareness exists but no action 
is taken. 

Enquiry Without 
Consultation 

Initial Contact, Trust 
Formation 

Confidence not sufficiently 
developed. 
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Journey Stop Dots Involved Supporting Evidence 

Consultation Without 
Instruction 

Advisory Process, 
Competitor Comparison 

Prospect chooses alternative 
route. 

Sales Process Drop-Off 
Communication, 
Transaction Complexity 

Confidence weakens during 
progression. 

Customer Satisfaction 
Without Advocacy 

Customer Experience, 
Referral Activity 

Positive outcome does not 
become referral or review. 

 

Journey Variations 

Referral Journey 

Referral → Existing Trust → Initial Consultation → Instruction → Customer → 

Referral 

Returning Customer Journey 

Previous Customer → Existing Relationship → Instruction → Transaction → Repeat 
Business 

High Value Vendor Journey 

Luxury Property Positioning → Reputation → Local Market Expertise → Vendor 
Advisory Consultation → Instruction → Premium Customer Experience → 

Successful Outcome 

Direct Enquiry Journey 

Website Enquiry → Google Reviews → Consultation → Trust Development → 

Instruction → Customer 

Key Findings 

• Most Common Entry Points: Referrals, Reputation, Reviews, Direct Enquiries 
• Most Influential Trust-Building Moments: Referral Recommendations, 

Reviews, Advisory Conversations 
• Most Important Decision Moments: Initial Contact, Consultation, Agency 

Instruction 
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• Most Important Conversion Moments: Instruction, Successful Transaction, 
Repeat Instruction 

• Most Significant Journey Stops: Awareness without enquiry, consultation 
without instruction, satisfaction without advocacy 

• Most Common Customer Movement Patterns: Referral-led journeys, 
reputation-led journeys, repeat customer journeys 

Conclusion 

The customer journey assessment reveals that trust is the primary driver of 
movement throughout the Growth System. 

Customers rarely progress based on visibility alone. Instead, progression is 
influenced by the combination of reputation, recommendations, expertise, 
communication, and previous customer experiences. The strongest journeys are 
those where trust already exists before direct engagement occurs, particularly 
through referrals and repeat business. 

Movement works particularly well once customers enter the delivery experience, 
where personalised service and strong communication help maintain confidence. 
The areas where movement slows are generally linked to trust development, 
decision making, or situations where positive customer experiences do not 
continue into future advocacy. 

Understanding these movement patterns provides a clearer picture of how 
customers currently discover, evaluate, choose, and remain connected to your 
business. 

4. Missing Dots and Missing Connections 

Introduction 

Understanding what already exists within a Growth System is only part of the 
picture. Equally important is understanding what is absent. 

Growth is influenced not only by the quality of the assets already operating within 
the business, but also by the missing elements that prevent movement from 
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reaching its full potential. In many cases, opportunities are not restricted because 
existing assets are weak, but because valuable assets remain disconnected, 
invisible, or unsupported by the trust, clarity, or delivery mechanisms needed to 
maximise their influence. 

This section examines the most significant gaps identified within the Growth 
System and the impact those gaps currently have on visibility, trust, customer 
progression, and long-term growth. 

Missing Clarity Dots 

Missing Clarity Dot Evidence Supporting the Gap Impact 

Clearly Defined 
Unique Market 
Difference 

Strong local reputation exists, 
but differentiation from 
competing agencies is not 
consistently visible. 

Prospective customers may 
struggle to immediately 
understand why they should 
choose the business over 
alternatives. 

Documented 
Premium Service 
Framework 

Bespoke service is delivered but 
not clearly articulated as a 
structured customer 
experience. 

Reduces perceived value before 
engagement. 

Clear Customer 
Success Narrative 

Successful outcomes exist but 
are not consistently 
communicated as part of a 
wider story. 

Limits the influence of previous 
success on future decision 
making. 

Visible Long-Term 
Client Relationship 
Proposition 

Repeat business exists but is not 
clearly positioned as part of the 
customer experience. 

Reduces visibility of ongoing value 
beyond the transaction itself. 

Missing Trust Dots 

Missing Trust Dot Evidence Supporting the Gap Impact 

Consistent Public 
Case Studies 

Successful outcomes are evident 
but not consistently converted into 
visible proof. 

Limits trust creation for 
prospective customers. 

Structured 
Customer Success 
Evidence 

Positive experiences exist but are 
not always documented and 
showcased. 

Reduces confidence during 
evaluation. 

Visible Client 
Journey Proof 

Customers can see outcomes but 
not always the process that 
created them. 

Makes trust dependent on 
reputation alone. 
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Missing Trust Dot Evidence Supporting the Gap Impact 

Consistent 
Authority Assets 

Local expertise exists but is not 
always visible through authority-
building assets. 

Limits the ability to strengthen 
credibility before direct 
engagement. 

 

Missing Delivery Dots 

Missing Delivery Dot Evidence Supporting the Gap Impact 

Formal Customer 
Advocacy Process 

Satisfied customers generate 
referrals, but the process appears 
informal. 

Reduces the volume of trust 
assets created from successful 
outcomes. 

Structured Review 
Generation Process 

Reviews exist but are not 
generated consistently from 
every positive outcome. 

Limits future trust creation. 

Formalised Referral 
Activation Process 

Referral activity is strong but 
appears relationship dependent. 

Restricts scalability of referral 
generation. 

Customer Experience 
Visibility Mechanism 

Strong delivery exists but is not 
always made visible to future 
prospects. 

Reduces the long-term 
commercial value of successful 
delivery. 

 

Missing Connections Register 

Starting Dot Destination Dot Missing Connection Impact 

Successful 
Transactions 

Public Trust 
Assets 

Positive outcomes are not 
consistently converted into 
visible proof. 

Trust creation 
remains below 
potential. 

Repeat 
Business 

Referral 
Generation 

Returning customers are not 
always becoming active 
advocates. 

Limits customer-
driven growth. 

Client 
Testimonials 

Wider Visibility 
Testimonials exist but are not 
fully connected to awareness 
creation. 

Reduces the 
influence of 
customer proof. 

Local Expertise Authority Building 
Expertise exists but is not 
consistently transformed into 
authority signals. 

Restricts trust 
development. 

Customer 
Satisfaction 

Reputation 
Expansion 

Positive experiences are not 
always contributing to wider 
market influence. 

Slows momentum 
creation. 
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Starting Dot Destination Dot Missing Connection Impact 

Community 
Presence 

Commercial 
Enquiry 
Generation 

Awareness does not always 
progress into measurable 
commercial movement. 

Reduces visibility 
effectiveness. 

 

Missing Movement Register 

Missing Movement Dots Involved Impact 

Successful Outcome → 
Review 

Customer Satisfaction, 
Reviews 

Limits future trust creation. 

Successful Outcome → 
Testimonial 

Customer Satisfaction, 
Testimonials 

Reduces visibility of positive 
experiences. 

Repeat Customer → 
Referral 

Repeat Business, Referral 
Network 

Restricts momentum 
generation. 

Expertise → Authority 
Local Expertise, Industry 
Reputation 

Reduces trust acceleration. 

Testimonial → Enquiry Testimonials, Visibility Assets 
Restricts customer 
progression. 

Community Awareness → 
Consultation 

Community Presence, 
Consultation Process 

Creates awareness without 
movement. 

 

Gap Analysis 

The most significant gaps identified throughout the Growth System are not 
related to the quality-of-service delivery or the strength of customer 
relationships. In fact, many of the strongest foundations already exist. 

The most important gaps occur after positive outcomes have been achieved. 

The assessment consistently shows that successful customer experiences, repeat 
business, referrals, local expertise, and strong reputation are already present. 
However, the movement created by these assets frequently stops before their full 
value is realised. 

Several trust-building opportunities remain dependent on existing relationships 
rather than becoming visible assets that influence future customers. This reduces 
the overall reach of trust throughout the Growth System. 
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The absence of stronger connections between successful outcomes and future 
trust creation also influences customer progression. Prospective customers are 
often required to rely on existing reputation rather than benefiting from a wider 
collection of visible proof. 

Visibility is similarly affected. Community presence, expertise, testimonials, 
customer satisfaction, and successful outcomes all exist, but their ability to create 
ongoing movement appears limited by missing connections rather than weak 
performance. 

Overall, the assessment suggests that the most influential gaps are not missing 
activities but missing relationships between existing assets. 

Key Findings 

• Total Missing Clarity Dots: 4 
• Total Missing Trust Dots: 4 
• Total Missing Delivery Dots: 4 
• Total Missing Connections: 6 
• Most Significant Missing Dots: Clearly Defined Unique Market Difference, 

Consistent Public Case Studies, Structured Review Generation Process 
• Most Significant Missing Connections: Successful Transactions → Public 

Trust Assets, Customer Satisfaction → Reputation Expansion, Local Expertise 
→ Authority Building 

• Most Significant Missing Movement Observations: Successful outcomes are 
not consistently creating reviews, testimonials, authority, referrals, and 
future trust at their full potential 

Conclusion 

The gap assessment reveals a Growth System that is already supported by strong 
foundations, strong customer experiences, and strong reputation signals. 

The most significant missing elements are not entirely new assets. Instead, they 
are the missing Dots and missing Connections that would allow existing strengths 
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to create greater visibility, stronger trust, more customer movement, and 
increased momentum. 

Many of the business's most valuable assets are already in place. The assessment 
shows that the greatest gaps occur where successful outcomes, customer 
satisfaction, expertise, and reputation are not fully connected to future growth 
mechanisms. These missing elements matter because they directly influence how 
effectively existing strengths can continue creating value throughout the Growth 
System. 

5. What Creates the Greatest Growth 
Impact 

Introduction 

Not every part of a Growth System contributes equally to performance. 

Some assets influence only a small part of the customer experience, while others 
influence visibility, trust, customer movement, decision making, referrals, repeat 
business, and long-term growth simultaneously. These high-influence assets 
create leverage because their impact extends far beyond their immediate 
function. 

Understanding which elements exert the greatest influence provides a clearer 
picture of what is currently driving growth, where momentum originates, and 
which factors have the greatest ability to affect performance across the wider 
Growth System. 

Most Influential Existing Dots 

Dot Classification Why It Influences Growth 

Local Market 
Expertise 

Clarity Dot 

Influences trust, advisory conversations, customer 
confidence, decision making, reputation, and referrals. 
Appears throughout multiple stages of customer 
movement. 
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Dot Classification Why It Influences Growth 

Referral Network Trust Dot 
Directly influences customer acquisition, trust creation, 
enquiry generation, conversion efficiency, and future 
momentum. 

Google Reviews Trust Dot 
Shapes first impressions, validates reputation, reduces 
uncertainty, and influences conversion decisions. 

Personalised 
Sales Process 

Delivery Dot 
Influences customer satisfaction, retention, repeat 
business, referrals, and overall customer experience. 

Industry 
Reputation 

Trust Dot 
Creates confidence before direct engagement and 
supports visibility, trust, and customer progression. 

Vendor Advisory 
Approach 

Clarity Dot 
Strengthens trust creation and influences instruction 
decisions through expertise and guidance. 

Customer 
Satisfaction 

Delivery Dot 
Generates reviews, referrals, repeat business, advocacy, 
and future growth opportunities. 

Negotiation 
Expertise 

Delivery Dot 
Directly influences customer outcomes, transaction 
success, trust, and reputation. 

 

Most Influential Existing Connections 

Connection Why It Influences Growth Evidence Of Influence 

Customer Satisfaction 
→ Referrals 

Converts successful outcomes 
into future customer acquisition. 

Strong referral activity 
originates from positive 
customer experiences. 

Customer Satisfaction 
→ Repeat Business 

Extends customer lifetime value 
and creates recurring 
opportunities. 

Existing repeat business 
activity. 

Local Market Expertise → 
Vendor Advisory 
Approach 

Expertise strengthens advisory 
credibility and customer 
confidence. 

Advisory interactions 
consistently supported by 
local knowledge. 

Google Reviews → 
Enquiries 

Reviews influence customer 
decisions before direct 
engagement. 

Strong review profile 
contributes to enquiry 
generation. 

Industry Reputation → 
Referral Network 

Reputation encourages 
recommendation behaviour. 

Reputation and referral 
activity reinforce one another. 

Negotiation Expertise → 
Successful Transactions 

Strong delivery outcomes 
reinforce trust and future 
advocacy. 

Successful transaction history 
contributes to customer 
confidence. 
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Connection Why It Influences Growth Evidence Of Influence 

Personalised Service → 
Customer Satisfaction 

Service quality drives positive 
customer experiences. 

High-touch service model 
consistently linked to 
customer satisfaction. 

 

Most Influential Missing Dots 

Missing Dot Classification Why Its Absence Matters 

Consistent Public Case 
Studies 

Trust Dot 
Limits the visibility of successful outcomes and 
reduces trust creation for future customers. 

Clearly Defined Unique 
Market Difference 

Clarity Dot 
Reduces immediate differentiation and 
weakens clarity during early evaluation. 

Structured Customer 
Success Evidence 

Trust Dot 
Restricts the ability of previous customer 
experiences to influence future decisions. 

Formal Customer 
Advocacy Process 

Delivery Dot 
Limits the conversion of customer satisfaction 
into referrals and recommendations. 

Structured Review 
Generation Process 

Delivery Dot 
Reduces the volume of trust assets being 
created from successful outcomes. 

Visible Long-Term Client 
Relationship Proposition 

Clarity Dot 
Limits awareness of the ongoing value created 
beyond a single transaction. 

 

Most Influential Missing Connections 

Missing Connection Why Its Absence Matters Observable Impact 

Successful Transactions → 
Public Trust Assets 

Prevents successful outcomes 
from consistently influencing 
future customers. 

Trust creation remains 
lower than potential. 

Customer Satisfaction → 
Reputation Expansion 

Positive experiences are not 
always strengthening wider 
market influence. 

Reputation growth 
becomes slower and less 
scalable. 

Repeat Business → 
Referral Generation 

Existing customer loyalty is not 
always creating new customer 
acquisition. 

Reduced momentum 
creation. 

Local Expertise → Authority 
Building 

Expertise exists but is not fully 
visible to prospective customers. 

Limits trust acceleration. 

Testimonials → Visibility 
Assets 

Customer proof exists but is not 
always contributing to awareness 
creation. 

Restricts customer 
progression. 
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Missing Connection Why Its Absence Matters Observable Impact 

Community Presence → 
Commercial Enquiry 
Generation 

Awareness does not consistently 
create measurable movement. 

Visibility impact remains 
limited. 

 

Most Influential Friction Areas 

Friction Area Why It Influences Performance Observable Impact 

Trust Assets 
Remaining Private 

Positive customer experiences are not 
always visible to future prospects. 

Limits trust expansion and 
customer progression. 

Awareness Without 
Progression 

Visibility exists but does not consistently 
create enquiries. 

Reduces movement 
through the Growth 
System. 

Incomplete 
Advocacy Creation 

Customer satisfaction does not always 
become referrals, reviews, or 
testimonials. 

Restricts momentum 
generation. 

Expertise 
Remaining Invisible 

Strong expertise is not always translated 
into visible authority. 

Limits influence during 
early decision making. 

Reputation 
Reliance 

Growth relies heavily on existing 
reputation rather than continually 
expanding proof. 

Restricts future trust 
creation. 

 

Growth Influence Analysis 

The strongest sources of influence currently originate from customer trust and 
customer experience. 

Local market expertise influences multiple areas simultaneously. It strengthens 
advisory conversations, supports reputation, reinforces trust, improves decision 
making, and contributes to customer confidence. Few assets influence as many 
areas of the Growth System. 

Customer satisfaction exerts similar influence. Positive experiences drive reviews, 
referrals, repeat business, advocacy, and reputation. This creates a multiplier 
effect where one successful outcome has the potential to influence multiple 
future outcomes. 
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The most influential connections are those that transform customer experience 
into future growth. Referral generation, repeat business, reviews, and reputation 
all originate from previous customer experiences and collectively create the 
strongest movement observed throughout the assessment. 

The missing elements exert influence because they interrupt this process. The 
most significant gaps occur where successful outcomes fail to create visible trust 
assets or ongoing momentum. As a result, valuable experiences remain largely 
contained within individual customer relationships rather than influencing future 
prospects. 

The most influential friction areas consistently relate to movement not continuing 
beyond its initial point of success. 

System Leverage Assessment 

Several areas of the Growth System currently create disproportionate value 
relative to their size. 

The referral network is one of the strongest examples. A single positive customer 
experience has the potential to create multiple future opportunities through 
recommendations, referrals, repeat business, and reputation enhancement. This 
creates leverage because the value generated extends beyond the original 
transaction. 

Local expertise also creates significant leverage. It influences visibility, trust, 
advisory conversations, conversion decisions, reputation, and customer 
confidence simultaneously. The influence of this asset extends throughout the 
entire customer lifecycle. 

Customer satisfaction appears heavily connected to many of the system's most 
valuable outcomes. Reviews, referrals, repeat business, testimonials, reputation, 
and advocacy all depend upon successful delivery experiences. This makes 
customer satisfaction one of the most interconnected assets within the Growth 
System. 
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The most important relationships identified throughout the assessment are those 
connecting delivery outcomes to future trust creation. These relationships exert 
influence across visibility, customer acquisition, conversion, retention, and 
momentum simultaneously. 

Key Findings 

• Most Influential Existing Dots: Local Market Expertise, Referral Network, 
Google Reviews, Customer Satisfaction, Personalised Sales Process 

• Most Influential Existing Connections: Customer Satisfaction → Referrals, 
Customer Satisfaction → Repeat Business, Google Reviews → Enquiries, 
Industry Reputation → Referral Network 

• Most Influential Missing Dots: Consistent Public Case Studies, Structured 
Customer Success Evidence, Structured Review Generation Process 

• Most Influential Missing Connections: Successful Transactions → Public 
Trust Assets, Customer Satisfaction → Reputation Expansion, Local Expertise 
→ Authority Building 

• Most Influential Friction Areas: Trust Assets Remaining Private, Incomplete 
Advocacy Creation, Awareness Without Progression 

• Most Important Sources of Growth Influence: Customer experience, trust 
creation, referrals, reputation, local expertise, and relationship-driven 
momentum 

Conclusion 

The assessment reveals that the greatest influence within the Growth System 
comes from the interaction between customer experience, trust creation, 
reputation, referrals, and local expertise. 

The strongest assets are those that influence multiple parts of the business 
simultaneously rather than operating in isolation. Customer satisfaction, referrals, 
reputation, expertise, and personalised service all create effects that extend far 
beyond their immediate purpose. 

The factors currently limiting influence are not weak assets but incomplete 
movement. Where successful outcomes fail to become visible trust assets, 
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referrals, advocacy, authority, or reputation expansion, influence remains 
contained rather than multiplying throughout the Growth System. 

Overall, the Growth System demonstrates strong leverage through trust-based 
movement, with the greatest momentum created when positive customer 
experiences continue influencing future customer decisions. 

6. What Is Currently Restricting Growth 

Introduction 

Growth Systems rarely slow down because of a lack of activity. More often, they 
slow down because movement becomes restricted, momentum is lost, or 
valuable assets fail to influence the wider system as effectively as they could. 

Restrictions matter because they determine how efficiently visibility becomes 
trust, how effectively trust becomes customers, and how consistently customers 
contribute to future growth. Even businesses with strong reputations, strong 
customer experiences, and strong delivery capabilities can experience slower 
growth when movement weakens between key assets. 

This section examines the factors currently restricting movement, reducing 
momentum, and limiting the overall effectiveness of the Growth System. 

Weak Connections Assessment 

Weak Connection Impact On Flow Why It Matters 

Community Presence 
→ Commercial 
Enquiries 

Awareness is created but progression 
into measurable commercial activity 
appears inconsistent. 

Limits the commercial 
value generated from 
visibility. 

Client Testimonials → 
Wider Visibility 

Positive customer proof is not 
consistently influencing future 
prospects. 

Reduces the reach of 
existing trust assets. 

Repeat Business → 
Referral Activity 

Returning customers do not always 
generate new customer opportunities. 

Restricts momentum 
creation. 

Property Success 
Stories → Future Trust 
Creation 

Successful outcomes are not always 
influencing future customer 
confidence. 

Limits trust expansion 
across the Growth 
System. 
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Broken Connections Assessment 

Broken Connection Impact On Flow Why It Matters 

Successful 
Transaction → 
Consistent Public 
Proof 

Positive outcomes do not consistently 
become reviews, testimonials, or 
visible customer success assets. 

Prevents completed 
customer journeys from 
creating future customer 
movement. 

Customer 
Satisfaction → 
Ongoing Advocacy 

Strong customer experiences do not 
always continue into active 
recommendation behaviour. 

Restricts referral-driven 
growth. 

Local Expertise → 
Visible Authority 

Expertise exists but is not always 
visible before customer engagement. 

Reduces trust creation 
during early evaluation 
stages. 

 

Missing Connections Assessment 

Missing Connection Impact On Flow Why It Matters 

Successful Transactions 
→ Public Trust Assets 

Limits future trust creation. 
Prevents successful outcomes 
from influencing future 
prospects. 

Customer Satisfaction → 
Reputation Expansion 

Restricts reputation growth. 
Slows trust-based customer 
acquisition. 

Testimonials → Visibility 
Assets 

Reduces awareness 
generated by existing trust 
assets. 

Limits customer progression. 

Local Expertise → 
Authority Building 

Restricts visible credibility. 
Reduces confidence before 
engagement. 

Community Presence → 
Consultation Activity 

Awareness does not 
consistently generate 
movement. 

Weakens customer acquisition 
efficiency. 

Repeat Business → 
Referral Generation 

Limits momentum creation. Restricts customer-led growth. 
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Friction Assessment 

Friction Point Type Of Friction Impact On Flow 

Limited Visible 
Differentiation 

Clarity Friction 
Prospective customers may struggle to quickly 
understand why the business is different from 
alternatives. 

Trust Assets 
Remaining Private 

Trust Friction 
Positive experiences influence existing customers 
but not always future customers. 

Inconsistent 
Advocacy Creation 

Delivery Friction 
Customer satisfaction does not always create 
ongoing momentum. 

Awareness Without 
Action 

Customer 
Journey Friction 

Visibility exists without consistent progression into 
enquiry. 

Expertise Remaining 
Hidden 

Trust Friction 
Credibility is strongest after engagement rather 
than before engagement. 

Reputation 
Dependence 

Customer 
Journey Friction 

Growth relies heavily on existing trust rather than 
continually expanding trust signals. 

 

Momentum Loss Assessment 

Momentum Loss Point Impact Supporting Evidence 

Successful Outcome 
Without Review 

Reduces future trust 
creation. 

Not every satisfied customer 
becomes a visible review. 

Successful Outcome 
Without Testimonial 

Limits future confidence 
building. 

Positive customer experiences remain 
private. 

Repeat Customer 
Without Referral 

Restricts customer-led 
acquisition. 

Existing loyalty does not always 
generate new opportunities. 

Community Visibility 
Without Enquiry 

Reduces movement into 
the sales process. 

Awareness exists without measurable 
progression. 

Expertise Without 
Authority Creation 

Limits trust acceleration. 
Expertise influences existing 
customers more than prospective 
customers. 

 

Flow Restriction Analysis 

Movement is currently strongest once customers enter the delivery experience. 
Trust, communication, expertise, relationship management, and service quality 
work together effectively to support progression through the customer journey. 
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The most significant restrictions occur before and after that experience. 

Before engagement, movement weakens where visibility does not immediately 
translate into trust. Prospective customers who are not entering through referrals 
or existing reputation often require additional confidence before progressing. 

After successful outcomes have been achieved, movement weakens again where 
customer satisfaction does not consistently become reviews, testimonials, 
referrals, authority signals, or wider reputation growth. As a result, many 
successful outcomes complete their journey without creating additional 
momentum for future growth. 

Resistance is strongest where trust assets remain isolated rather than becoming 
connected to wider visibility and customer acquisition mechanisms. 

Growth Restriction Summary 

The most influential restrictions identified throughout the assessment are not 
weaknesses in service delivery, customer experience, reputation, or expertise. 

Instead, the strongest restrictions appear where movement stops. 

• Successful outcomes create trust but do not always create future trust. 
• Satisfied customers create loyalty but do not always create advocacy. 
• Expertise creates customer confidence but does not always create visible 

authority. 
• Community awareness creates visibility but does not always create 

progression. 

These restrictions reduce the multiplier effect that normally allows successful 
customer experiences to influence future customer acquisition, trust creation, 
referrals, and reputation growth. 

The assessment consistently shows that the Growth System possesses strong 
foundations, but momentum frequently weakens where valuable assets fail to 
continue influencing the wider system. 
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Key Findings 

• Most Significant Weak Connections: Community Presence → Commercial 
Enquiries, Testimonials → Wider Visibility, Repeat Business → Referral 
Activity 

• Most Significant Broken Connections: Successful Transaction → Consistent 
Public Proof, Customer Satisfaction → Ongoing Advocacy, Local Expertise → 
Visible Authority 

• Most Significant Missing Connections: Successful Transactions → Public 
Trust Assets, Customer Satisfaction → Reputation Expansion, Repeat 
Business → Referral Generation 

• Most Significant Friction Points: Trust Assets Remaining Private, Limited 
Visible Differentiation, Inconsistent Advocacy Creation 

• Most Significant Momentum Losses: Successful Outcomes Without Reviews, 
Testimonials, Referrals, or Authority Creation 

• Most Significant Growth Restrictions: Movement stopping after positive 
outcomes have been achieved rather than continuing into future trust and 
customer acquisition 

Conclusion 

The assessment reveals that growth is currently restricted less by the quality of 
the business and more by the continuity of movement throughout the Growth 
System. 

The strongest resistance appears where successful outcomes, customer 
satisfaction, expertise, and reputation stop influencing the wider system. While 
these assets remain highly valuable, their impact is often contained rather than 
multiplied. 

Overall, the findings suggest that the business possesses strong trust foundations, 
strong delivery capability, and strong customer relationships. The most significant 
restrictions emerge where movement weakens between these strengths and the 
mechanisms responsible for creating future momentum, future trust, and future 
customer acquisition. 
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7. Your Existing Growth Framework 

Introduction 

Throughout this assessment, a clear pattern has emerged. Growth within your 
business is not being created by any single asset, activity, or customer interaction. 
Instead, growth is being generated through the combined influence of reputation, 
expertise, customer experience, trust, referrals, and repeat business working 
together. 

Understanding what already works is important because sustainable growth 
rarely comes from adding more activity. Sustainable growth comes from 
protecting, maintaining, and strengthening the assets and relationships already 
creating positive outcomes. 

This section documents the Growth Framework currently operating within your 
business and explains how its most important components interact to create 
visibility, trust, customer movement, momentum, and growth. 

What Currently Works 

Growth Asset Why It Works Supporting Evidence 

Local Market 
Expertise 

Creates confidence, trust, and 
credibility throughout the 
customer journey. 

Consistently supports advisory 
conversations and customer 
decision making. 

Referral Network 
Delivers highly trusted customer 
introductions. 

Significant volume of enquiries 
originates from recommendations. 

Google Reviews 
Provides independent validation 
before direct engagement 
occurs. 

Strong review profile influences 
customer confidence. 

Personalised 
Sales Process 

Creates positive customer 
experiences and satisfaction. 

Customer service model focused on 
individual support. 

Industry 
Reputation 

Supports trust before customers 
make contact. 

Long-standing reputation within the 
local market. 

Vendor Advisory 
Approach 

Positions the business as a 
trusted advisor rather than a 
transaction facilitator. 

Consultative sales approach 
evident throughout customer 
interactions. 
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Growth Asset Why It Works Supporting Evidence 

Customer 
Satisfaction 

Creates repeat business, 
referrals, and reputation growth. 

Positive customer outcomes 
repeatedly observed. 

Negotiation 
Expertise 

Contributes directly to 
successful transaction 
outcomes. 

Successful completion and 
customer confidence supported by 
expertise. 

Relationship 
Management 

Maintains long-term customer 
connections. 

Repeat business and referrals 
indicate ongoing relationship 
strength. 

 

Why It Works 

Successful movement currently occurs because multiple high-value Dots work 
together rather than operating independently. 

Customers typically encounter the business through reputation, referrals, reviews, 
local visibility, or previous experience. These entry points already contain trust 
before a direct conversation takes place. As a result, customer progression begins 
from a position of confidence rather than uncertainty. 

Trust continues to build through local expertise, advisory conversations, 
communication quality, and personalised service. Each interaction reinforces 
confidence and strengthens the customer's belief that the business is capable of 
delivering a positive outcome. 

Momentum exists because successful outcomes repeatedly generate additional 
opportunities. Customer satisfaction contributes to reviews, referrals, repeat 
business, and reputation growth. These assets then influence future customers, 
creating a cycle that continually supports movement throughout the Growth 
System. 

The interaction between expertise, trust, delivery quality, and advocacy is the 
primary reason successful movement currently occurs. 

How It Works 

The mechanics of the Growth System are based on trust-led movement. 
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Visibility To Customer 

Reputation → Awareness → Enquiry → Consultation → Customer 

Trust Creation Flow 

Local Expertise → Advisory Conversation → Customer Confidence → Instruction → 

Trust 

Customer Experience Flow 

Personalised Service → Communication → Successful Outcome → Customer 
Satisfaction → Repeat Business 

Referral Flow 

Successful Outcome → Customer Satisfaction → Recommendation → Referral → 

Future Customer 

Reputation Flow 

Successful Outcome → Positive Experience → Review → Trust → Future Enquiry 

Momentum Creation Flow 

Customer → Successful Outcome → Referral / Review / Repeat Business → Future 
Customer → Future Growth 

Critical Connections That Must Remain Connected 

Connection Why It Matters Impact If Broken 

Local Expertise → Advisory 
Approach 

Creates confidence and 
credibility. 

Trust creation weakens 
significantly. 

Advisory Approach → 
Instruction 

Influences customer 
decisions. 

Reduced conversion into 
customers. 

Personalised Service → 
Customer Satisfaction 

Supports positive customer 
outcomes. 

Reduced referrals, reviews, 
and loyalty. 

Customer Satisfaction → 
Referrals 

Generates future customer 
acquisition. 

Momentum weakens. 



 

42 | C o n n e c t  T h o s e  D o t s  F r a m e w o r k  A s s e s s m e n t  
 

Connection Why It Matters Impact If Broken 

Customer Satisfaction → 
Repeat Business 

Creates recurring 
opportunities. 

Reduced customer lifetime 
value. 

Google Reviews → Enquiries 
Supports trust before 
engagement. 

Reduced confidence and 
progression. 

Industry Reputation → 
Referral Activity 

Strengthens 
recommendation behaviour. 

Referral-led growth 
declines. 

Negotiation Expertise → 
Successful Outcomes 

Influences customer success. 
Reduced trust and 
customer satisfaction. 

 

Core Growth Logic 

Movement is currently created when visibility encounters trust. 

Trust is currently created through reputation, referrals, reviews, expertise, and 
customer experience. 

Momentum is currently created when successful customer outcomes continue 
influencing future customers through referrals, reviews, repeat business, and 
reputation growth. 

Growth is currently created through the repeated interaction of customer trust, 
successful delivery, advocacy, and long-term relationships. 

The strongest growth logic observed throughout the assessment can be 
summarised as: 

Trust Creates Customers → Successful Delivery Creates Satisfaction → 

Satisfaction Creates Advocacy → Advocacy Creates Future Customers → Future 
Customers Create Growth 

Documented Growth Framework 

Core Clarity Dots 

• Luxury Property Positioning 
• Local Market Expertise 
• Premium Brand Identity 
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• Vendor Advisory Approach 
• Bespoke Customer Experience 

Core Trust Dots 

• Google Reviews 
• Referral Network 
• Industry Reputation 
• Repeat Business 
• Client Testimonials 

Core Delivery Dots 

• Personalised Sales Process 
• Vendor Communication Process 
• Negotiation Expertise 
• Relationship Management 
• Sales Progression Support 

Core Connections 

• Expertise → Trust 
• Trust → Instruction 
• Service → Satisfaction 
• Satisfaction → Referrals 
• Satisfaction → Repeat Business 
• Reputation → Enquiries 

Core Flow 

Visibility → Trust → Consultation → Customer → Successful Outcome → Advocacy 
→ Future Customer 

Core Momentum Loops 

• Customer Satisfaction → Referral → Customer 
• Customer Satisfaction → Review → Trust → Customer 
• Successful Outcome → Repeat Business 
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• Reputation → Referral → Reputation 

Core Growth Logic 

Strong Customer Outcomes Create Future Customer Opportunities 

Repeatable Growth System 

The most repeatable aspect of the Growth System is its ability to generate trust 
through customer experience. 

The same pattern appears repeatedly throughout the assessment. 

Customers enter through referrals, reputation, reviews, local visibility, or previous 
relationships. 

Trust is strengthened through expertise, communication, and personalised 
support. 

Positive outcomes create satisfaction. 

Satisfaction creates referrals, reviews, repeat business, and reputation growth. 

Those assets then influence future customers. 

This repeatable cycle explains why growth continues to occur even when 
individual activities change. The underlying mechanism remains consistent 
because it is built around customer trust, customer experience, and advocacy. 

The more consistently this cycle operates, the more repeatable growth becomes. 

Key Findings 

• Strongest Dots: Local Market Expertise, Referral Network, Google Reviews, 
Customer Satisfaction, Personalised Service 

• Strongest Connections: Customer Satisfaction → Referrals, Customer 
Satisfaction → Repeat Business, Reviews → Enquiries, Expertise → Trust 

• Strongest Momentum Loops: Satisfaction → Referral → Customer, 
Satisfaction → Review → Trust → Customer 
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• Strongest Flow Mechanisms: Trust-led customer acquisition, reputation-led 
enquiries, referral-driven movement 

• Most Important Growth Logic: Successful customer outcomes create future 
customer opportunities 

Conclusion 

The assessment shows that growth is currently driven by trust, expertise, customer 
experience, and advocacy working together as a connected system. 

Movement occurs because prospective customers encounter strong trust signals 
before engagement, receive a positive delivery experience after engagement, 
and often continue contributing value through referrals, reviews, repeat business, 
and reputation growth. 

Momentum is created when customer outcomes continue influencing future 
customers rather than ending with the original transaction. 

What makes the Growth System repeatable is the consistency of this cycle. 
Reputation creates trust. Trust creates customers. Positive outcomes create 
advocacy. Advocacy creates future customers. This interconnected relationship 
remains the primary mechanism through which growth is currently generated 
throughout the business. 

8. Protecting Your Growth System 

Introduction 

Every Growth System contains assets that create value and assets that preserve 
value. 

While growth is often associated with attracting new customers, sustainable 
growth depends equally on protecting the assets already responsible for visibility, 
trust, customer movement, referrals, repeat business, and momentum. When 
these assets weaken, the effects are rarely immediate. Instead, movement 
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gradually slows, trust becomes harder to build, referrals become less frequent, 
and customer acquisition becomes more difficult. 

This assessment has identified several assets, relationships, and movement 
patterns that currently play a critical role in supporting growth. Protecting these 
assets is essential because they collectively influence how customers discover, 
trust, choose, and continue engaging with the business. 

Growth Assets Requiring Protection 

Growth Asset Why It Requires Protection Risk If Neglected 

Local Market 
Expertise 

Influences trust, credibility, advisory 
conversations, and customer 
confidence. 

Reduced differentiation and 
weaker trust creation. 

Referral Network 
Generates highly trusted customer 
introductions. 

Reduced customer 
acquisition efficiency. 

Google Reviews Provides visible third-party validation. 
Lower confidence among 
prospective customers. 

Industry 
Reputation 

Influences trust before direct 
engagement occurs. 

Reduced visibility and 
recommendation activity. 

Personalised Sales 
Process 

Supports customer satisfaction and 
loyalty. 

Reduced customer 
experience quality. 

Vendor Advisory 
Approach 

Strengthens confidence during 
decision making. 

Lower conversion and trust 
levels. 

Customer 
Satisfaction 

Drives reviews, referrals, and repeat 
business. 

Reduced advocacy and 
future opportunities. 

Relationship 
Management 

Supports repeat business and long-
term loyalty. 

Weaker customer retention 
and referral activity. 

Negotiation 
Expertise 

Influences successful outcomes and 
customer confidence. 

Reduced transaction success 
and satisfaction. 

 

Trust Protection Assessment 

Trust Asset Why It Matters Risk If Trust Weakens 

Google Reviews 
Influences customer 
confidence before contact is 
made. 

Prospective customers require 
greater reassurance before 
progressing. 

Referral Activity 
Provides pre-established trust 
before engagement. 

More reliance on direct marketing 
and visibility. 
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Trust Asset Why It Matters Risk If Trust Weakens 

Industry 
Reputation 

Creates confidence within the 
market. 

Reduced customer confidence and 
recommendation behaviour. 

Client Testimonials 
Reinforces credibility through 
customer experiences. 

Fewer trust signals available during 
evaluation. 

Successful 
Transaction History 

Demonstrates capability 
through outcomes. 

Reduced confidence in delivery 
capability. 

Local Expertise 
Supports authority and 
advisory trust. 

Reduced confidence during decision 
making. 

Flow Protection Assessment 

Flow Mechanism Why It Matters Risk If Flow Weakens 

Reputation → Enquiry 
Converts awareness into 
engagement. 

Reduced customer 
acquisition. 

Referral → Customer 
Creates efficient trust-led 
movement. 

Reduced enquiry quality 
and conversion. 

Expertise → Trust → 
Instruction 

Supports customer progression 
through the decision process. 

Lower conversion 
efficiency. 

Customer Satisfaction → 
Repeat Business 

Creates recurring opportunities. 
Reduced customer 
lifetime value. 

Customer Satisfaction → 
Referral 

Generates future customer 
acquisition. 

Reduced momentum 
generation. 

Review → Trust → Enquiry 
Supports trust creation before 
engagement. 

Lower enquiry 
progression. 

 

Momentum Protection Assessment 

Momentum Asset Why It Matters Risk If Momentum Weakens 

Referral Loop 
Continually introduces new 
opportunities. 

Customer acquisition slows. 

Review Loop 
Creates ongoing trust for future 
prospects. 

Trust becomes increasingly 
dependent on existing reputation. 

Repeat Business 
Loop 

Generates recurring customer 
value. 

Reduced retention and long-term 
growth. 

Reputation Loop 
Strengthens visibility and 
recommendation activity. 

Slower market influence and 
awareness growth. 

Customer 
Satisfaction Loop 

Supports multiple future growth 
mechanisms. 

Reduced referrals, reviews, and 
advocacy. 
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Areas Vulnerable to Neglect 

Area Observable Vulnerability Potential Impact 

Referral Activity 
Heavily dependent upon continued 
customer advocacy. 

Reduced future customer 
acquisition. 

Review 
Generation 

Existing trust signals depend on continued 
customer participation. 

Declining visibility of trust 
assets. 

Reputation 
Growth 

Strong reputation requires ongoing 
reinforcement. 

Reduced market influence 
over time. 

Customer 
Advocacy 

Positive experiences do not always 
become visible trust assets. 

Reduced momentum 
generation. 

Local Expertise 
Visibility 

Expertise is strongest during engagement 
rather than before engagement. 

Reduced trust creation 
before enquiries occur. 

Relationship 
Strength 

Long-term value depends upon 
maintaining customer connections. 

Reduced repeat business 
and referrals. 

 

Growth System Protection Analysis 

The assets most deserving of protection are those that influence multiple parts of 
the Growth System simultaneously. 

Local expertise, reputation, referrals, customer satisfaction, and personalised 
service all create value beyond their immediate purpose. These assets contribute 
to visibility, trust, conversion, retention, advocacy, and momentum. As a result, 
deterioration in any of these areas would create consequences throughout the 
wider system. 

The assessment suggests that trust-based assets are particularly valuable 
because they support customer progression before a direct relationship has even 
been established. Reviews, referrals, reputation, and expertise all reduce 
uncertainty and make customer movement easier. 

The most vulnerable areas are those where value depends upon continued 
activity. Referrals, reviews, customer advocacy, and reputation growth all require 
ongoing reinforcement. Without continued movement through these areas, 
momentum naturally weakens. 
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Several relationships also create substantial ongoing value. The connections 
between customer satisfaction and referrals, customer satisfaction and repeat 
business, expertise and trust, and reviews and enquiries collectively support much 
of the current movement observed throughout the assessment. 

System Accountability Assessment 

For the Growth System to continue functioning effectively, several elements must 
remain visible. 

Trust signals must remain visible to prospective customers before engagement 
occurs. Reviews, reputation, customer success evidence, and expertise all play a 
role in reducing uncertainty and encouraging progression. 

Several elements must remain connected. Customer satisfaction must continue 
influencing referrals, reviews, reputation, and repeat business. Expertise must 
continue supporting trust creation. Reputation must continue influencing 
enquiries and customer confidence. 

Several elements must remain active. Customer advocacy, referral activity, review 
generation, relationship management, and trust creation all contribute to 
ongoing movement and momentum. 

Several elements must remain monitored. The health of referral activity, customer 
satisfaction, review visibility, reputation strength, and repeat business patterns all 
provide indicators of how effectively the Growth System is functioning over time. 

Key Findings 

• Most Important Assets to Protect: Local Market Expertise, Referral Network, 
Google Reviews, Customer Satisfaction, Industry Reputation 

• Most Important Trust Assets: Reviews, Referrals, Reputation, Testimonials, 
Expertise 

• Most Important Flow Mechanisms: Referral → Customer, Expertise → Trust → 
Instruction, Review → Trust → Enquiry 

• Most Important Momentum Assets: Referral Loop, Review Loop, Repeat 
Business Loop, Reputation Loop 
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• Most Vulnerable Areas Within the Growth System: Customer Advocacy, 
Review Generation, Referral Activity, Reputation Reinforcement, Expertise 
Visibility 

Conclusion 

The assessment reveals that protecting growth is ultimately about protecting 
movement. 

The assets most critical to future performance are those that influence trust, 
customer progression, referrals, repeat business, and reputation simultaneously. 
These assets create value because they support multiple parts of the Growth 
System rather than operating independently. 

The areas most vulnerable to weakening are those where ongoing momentum 
depends upon continued customer activity and visible trust creation. If these 
assets weaken, movement throughout the wider system slows, even when the 
underlying quality of the business remains strong. 

Maintaining strong Dots, strong Connections, strong Flow, and strong Momentum 
is important because together they preserve the mechanisms currently 
responsible for creating trust, attracting customers, and sustaining long-term 
growth. 

9. Scalability And Resilience Assessment 

Introduction 

As a business grows, the demands placed upon its Growth System increase. More 
visibility creates more enquiries. More enquiries create more customer 
interactions. More customers create greater pressure on delivery, communication, 
trust creation, relationship management, and momentum generation. 

Growth is not simply about generating additional activity. It is also about 
understanding whether the assets, relationships, and movement patterns 
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currently supporting growth can continue functioning effectively as activity 
increases. 

This assessment evaluates the apparent resilience and sustainability of the 
current Growth System based on the evidence gathered throughout the 
assessment. 

Growth Asset Capacity Assessment 

Growth Asset Current Capacity Indicators Observable Constraint 

Local Market 
Expertise 

Continues to support trust creation, 
advisory conversations, and customer 
confidence across multiple customer 
interactions. 

Expertise remains heavily 
influential throughout 
customer progression. 

Referral Network 
Generates trusted introductions without 
requiring direct customer acquisition 
activity. 

Dependent upon continued 
customer advocacy and 
satisfaction. 

Google Reviews 
Supports trust creation before customer 
engagement. 

Effectiveness relies upon 
ongoing review generation. 

Industry 
Reputation 

Continues influencing awareness, trust, 
and customer confidence. 

Reputation requires ongoing 
reinforcement through 
customer outcomes. 

Personalised 
Sales Process 

Supports customer progression and 
satisfaction. 

Increased activity may place 
greater pressure on 
maintaining consistency. 

Relationship 
Management 

Supports repeat business and long-term 
customer value. 

Effectiveness relies upon 
maintaining customer 
engagement over time. 

Customer 
Satisfaction 

Creates multiple future growth 
opportunities. 

Dependent upon 
consistently positive 
customer experiences. 

Vendor Advisory 
Approach 

Supports trust and customer decision 
making. 

Relies on maintaining 
consultative customer 
interactions. 
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Connection Resilience Assessment 

Connection 
Dependency 
Level 

Observable Constraint 

Reputation → Enquiry 
Moderate 
Dependency 

Influenced by reputation strength and 
market perception. 

Referral → Customer High Dependency 
Relies heavily on customer 
recommendation behaviour. 

Expertise → Trust High Dependency 
Dependent upon continued visibility of 
expertise. 

Trust → Instruction 
Moderate 
Dependency 

Influenced by the quality of customer 
interactions. 

Customer Satisfaction → 
Referral 

High Dependency Requires ongoing customer advocacy. 

Customer Satisfaction → 
Repeat Business 

Moderate 
Dependency 

Dependent upon relationship continuity. 

Review → Trust → Enquiry High Dependency 
Requires consistent generation of 
visible trust signals. 

 

Flow Resilience Assessment 

Several movement paths demonstrate strong resilience because they are 
supported by multiple assets simultaneously. 

The relationship between expertise, trust, consultation, and customer progression 
appears particularly resilient. Customers are not relying on a single trust signal 
before engaging. Instead, trust is supported through reputation, expertise, reviews, 
referrals, and customer experience. 

Referral-led movement also demonstrates resilience because referred customers 
often arrive with trust already established. 

However, several movement paths appear more dependent upon specific assets. 
Review-driven trust relies upon the continued visibility of customer feedback. 
Referral-driven movement depends upon ongoing advocacy. Reputation-driven 
movement depends upon maintaining positive customer outcomes over time. 
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The most sustainable movement paths are those supported by multiple 
reinforcing trust assets rather than a single source of influence. 

Momentum Sustainability Assessment 

Momentum 
Source 

Sustainability Assessment Observable Constraint 

Referrals 
Sustainable when customer 
satisfaction remains high. 

Dependent upon customers 
actively recommending the 
business. 

Reviews 
Sustainable when successful 
outcomes continue generating 
public feedback. 

Not every positive customer 
experience becomes a review. 

Repeat 
Business 

Sustainable where relationships 
remain strong. 

Dependent upon ongoing customer 
engagement. 

Reputation 
Growth 

Sustainable through continued 
positive outcomes. 

Requires ongoing reinforcement 
through customer experiences. 

Trust Creation 
Sustainable due to multiple trust 
assets operating together. 

Some trust assets are more visible 
than others. 

Visibility 
Creation 

Supported by reputation, reviews, 
referrals, and community presence. 

Visibility growth remains influenced 
by the strength of existing trust 
assets. 

 

Dependency Analysis 

Dependency Area Affected Potential Impact 

Customer Advocacy 
Referrals and reputation 
growth 

Reduced future customer 
acquisition. 

Positive Customer 
Outcomes 

Reviews, referrals, repeat 
business 

Reduced momentum generation. 

Local Expertise 
Trust creation and customer 
progression 

Reduced customer confidence. 

Industry Reputation 
Awareness and customer 
trust 

Reduced enquiry generation. 

Review Generation Trust visibility 
Reduced confidence among 
prospective customers. 

Relationship Strength 
Repeat business and 
referrals 

Reduced customer lifetime value. 
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Growth System Resilience Assessment 

System Area 
Resilience 
Assessment 

Supporting Observation 

Visibility 
Moderate 
Resilience 

Supported by referrals, reviews, reputation, and 
community presence. 

Trust Strong Resilience 
Built through multiple trust assets operating 
simultaneously. 

Delivery Strong Resilience 
Consistent customer experience and advisory 
approach evident throughout the assessment. 

Customer 
Movement 

Moderate 
Resilience 

Supported by strong trust creation but dependent on 
several key relationships. 

Momentum 
Moderate 
Resilience 

Generated through referrals, reviews, repeat 
business, and reputation growth. 

 

Pressure Point Assessment 

Pressure Point Why It May Experience Pressure Supporting Evidence 

Personalised 
Customer 
Experience 

Increased activity may require 
maintaining consistency across 
more customer interactions. 

Customer satisfaction currently 
plays a significant role 
throughout the Growth System. 

Referral Generation 
Greater growth increases 
dependence on advocacy 
continuing at current levels. 

Referral activity is a major 
source of customer acquisition. 

Review Visibility 
Trust creation benefits from visible 
customer proof. 

Reviews are a major trust asset. 

Relationship 
Management 

Long-term value depends on 
maintaining customer 
relationships. 

Repeat business contributes to 
customer value. 

Reputation 
Maintenance 

Reputation supports multiple 
customer entry points. 

Reputation influences trust and 
enquiry generation. 

 

Scalability And Resilience Analysis 

The assessment suggests that several areas of the Growth System appear 
capable of supporting increased activity because they are built upon multiple 
reinforcing assets. 
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Trust creation appears particularly resilient. Customers are influenced by reviews, 
referrals, expertise, reputation, and customer experience rather than relying on a 
single trust mechanism. This diversification reduces reliance on any one source of 
trust. 

Delivery also appears resilient because customer satisfaction is supported 
through personalised service, advisory support, communication quality, and 
relationship management. Multiple delivery assets contribute to customer 
outcomes. 

The areas most vulnerable to pressure are those dependent upon customer 
behaviour rather than direct business activity. Referral generation, review 
creation, advocacy, and reputation reinforcement all rely upon customers 
continuing to participate in the Growth System after successful outcomes have 
been achieved. 

The assessment also indicates that several important movement paths remain 
dependent upon a relatively small number of trust assets. While these assets are 
currently strong, their influence highlights the importance of maintaining their 
effectiveness over time. 

Overall, the Growth System demonstrates a combination of strong trust resilience, 
solid delivery resilience, and moderate momentum resilience, with the greatest 
dependencies concentrated around customer advocacy and visible trust 
creation. 

Key Findings 

• Strongest Sources of Resilience: Local Market Expertise, Customer 
Satisfaction, Industry Reputation, Personalised Service, Trust Creation 

• Strongest Sources of Sustainability: Referrals, Reviews, Repeat Business, 
Reputation Growth, Long-Term Relationships 

• Most Significant Dependencies: Customer Advocacy, Local Expertise, 
Positive Customer Outcomes, Review Generation 

• Most Significant Constraints: Dependence on visible trust assets and 
ongoing customer participation 
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• Most Important Pressure Points: Referral Activity, Review Visibility, 
Relationship Management, Reputation Reinforcement, Consistent 
Customer Experience 

Conclusion 

The assessment indicates that the Growth System currently demonstrates strong 
resilience in trust creation and service delivery, supported by multiple reinforcing 
assets working together throughout the customer journey. 

Sustainability appears strongest where visibility, trust, delivery, and customer 
experience interact to create repeatable customer outcomes. The system 
benefits from several interconnected trust mechanisms rather than relying on a 
single source of influence. 

Future growth appears most dependent upon maintaining customer advocacy, 
customer satisfaction, reputation strength, review visibility, and relationship 
quality. These assets currently support much of the movement and momentum 
observed throughout the assessment. 

Understanding these dependencies is important because resilience is not created 
by individual assets alone. Resilience is created when trust, visibility, delivery, 
movement, and momentum continue working together effectively as activity 
increases across the wider Growth System. 

10. Future Growth Direction 

Introduction 

This assessment has explored the assets, relationships, movement patterns, 
strengths, vulnerabilities, constraints, and momentum mechanisms currently 
operating throughout your Growth System. 

A consistent theme has emerged throughout the assessment. The business 
already possesses many of the assets required to support sustainable growth. 
The strongest foundations are not individual activities, channels, or customer 
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interactions. They are the relationships between visibility, trust, expertise, 
customer experience, reputation, referrals, and repeat business. 

Future growth will depend upon preserving the assets already creating value, 
strengthening areas that currently underperform, maintaining the movement that 
already exists, and ensuring that valuable assets continue influencing the wider 
Growth System rather than operating in isolation. 

What Should Be Protected 

Growth Asset Why It Should Be Protected Impact 

Local Market 
Expertise 

Influences trust, credibility, customer 
confidence, and decision making. 

Supports visibility, trust, and 
conversion. 

Referral Network 
Creates highly trusted customer 
introductions. 

Supports customer 
acquisition and momentum. 

Industry Reputation 
Influences confidence before direct 
engagement. 

Supports visibility and trust 
creation. 

Google Reviews 
Provides visible third-party 
validation. 

Supports customer 
progression and decision 
making. 

Customer 
Satisfaction 

Creates referrals, repeat business, 
and advocacy. 

Supports long-term growth 
and momentum. 

Personalised Service 
Experience 

Strengthens customer relationships 
and positive outcomes. 

Supports retention and 
advocacy. 

Relationship 
Management 

Maintains long-term customer 
value. 

Supports repeat business 
and referrals. 

 

What Should Be Strengthened 

Growth Asset Why It Should Be Strengthened Impact 

Visible Customer 
Success Evidence 

Existing customer outcomes are not 
consistently visible to future customers. 

Influences trust creation 
and customer 
confidence. 

Testimonial Visibility 
Customer proof exists but is not always 
influencing wider visibility. 

Influences trust and 
progression. 

Authority Visibility 
Expertise is stronger during engagement 
than before engagement. 

Influences early-stage 
trust creation. 
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Growth Asset Why It Should Be Strengthened Impact 

Customer 
Advocacy Activity 

Customer satisfaction does not always 
continue into referrals, reviews, or 
recommendations. 

Influences momentum 
creation. 

Visibility To Trust 
Progression 

Awareness does not always become 
customer movement. 

Influences customer 
acquisition efficiency. 

Reputation 
Amplification 

Reputation exists but does not always 
maximise its influence across the wider 
system. 

Influences trust and 
visibility. 

 

What Should Be Connected 

Missing Connection Why It Matters Growth Impact 

Successful Transactions → 
Public Trust Assets 

Allows successful outcomes to 
influence future customers. 

Strengthens trust 
creation. 

Customer Satisfaction → 
Reputation Expansion 

Enables customer experiences to 
reinforce market trust. 

Strengthens visibility 
and confidence. 

Customer Satisfaction → 
Advocacy Assets 

Extends the value of successful 
customer relationships. 

Strengthens 
momentum. 

Local Expertise → Visible 
Authority 

Makes expertise visible before 
engagement occurs. 

Strengthens customer 
confidence. 

Testimonials → Visibility 
Assets 

Allows customer proof to 
influence awareness and trust. 

Strengthens 
progression. 

Repeat Business → Referral 
Activity 

Extends customer value beyond 
the original transaction. 

Strengthens customer 
acquisition. 

 

What Should Be Maintained 

Area Why It Must Be Maintained Risk If Neglected 

Trust Creation 
Supports customer progression 
throughout the Growth System. 

Reduced conversion and 
confidence. 

Referral Activity Supports trusted customer acquisition. 
Reduced momentum and 
customer flow. 

Review Visibility 
Reinforces trust before engagement 
occurs. 

Reduced confidence among 
prospective customers. 

Customer 
Satisfaction 

Supports advocacy, retention, and 
reputation. 

Reduced long-term growth 
potential. 
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Area Why It Must Be Maintained Risk If Neglected 

Reputation 
Strength 

Influences awareness and customer 
confidence. 

Reduced enquiry generation. 

Relationship 
Quality 

Supports repeat business and 
recommendations. 

Reduced customer lifetime 
value. 

 

What Should Be Avoided 

Risk Why It Should Be Avoided Potential Impact 

Allowing Trust Assets to 
Become Invisible 

Trust assets create value only when 
they can influence future customers. 

Reduced trust creation. 

Over-Reliance On 
Existing Reputation 

Existing reputation alone may not 
continually generate future 
momentum. 

Slower growth over time. 

Allowing Advocacy To 
Decline 

Referrals and recommendations are 
major momentum drivers. 

Reduced customer 
acquisition. 

Weakening Customer 
Experience Quality 

Customer satisfaction supports 
multiple growth mechanisms. 

Reduced referrals, 
reviews, and repeat 
business. 

Allowing Expertise to 
Remain Hidden 

Expertise influences customer 
confidence. 

Reduced authority and 
trust creation. 

Allowing Movement to 
Stop After Conversion 

Growth depends on customer 
outcomes influencing future 
customers. 

Reduced momentum 
and system efficiency. 

 

Future Growth Direction Summary 

Protect 

The greatest value currently comes from expertise, reputation, referrals, reviews, 
customer satisfaction, relationship quality, and personalised service. These assets 
influence multiple areas of the Growth System simultaneously and represent the 
strongest foundations currently supporting growth. 

Strengthen 

Several valuable assets already exist but do not currently exert their full influence 
across the wider system. Customer success evidence, testimonials, advocacy, 
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authority visibility, and reputation expansion all demonstrate value but appear 
capable of influencing more of the customer journey than they currently do. 

Connect 

The most significant missing relationships occur where successful customer 
outcomes fail to continue influencing future customers. The strongest gaps 
consistently appear between satisfaction and advocacy, expertise and authority, 
successful outcomes and trust assets, and customer relationships and future 
customer acquisition. 

Maintain 

Trust creation, reputation strength, review visibility, referral activity, customer 
satisfaction, and relationship quality require continued protection because they 
support much of the movement and momentum observed throughout the 
assessment. 

Avoid 

The greatest risks are those that weaken movement. Allowing trust assets to 
become less visible, allowing customer advocacy to decline, weakening customer 
experience quality, or allowing successful outcomes to remain isolated all reduce 
the ability of the Growth System to generate future momentum. 

Connected Growth Summary 

Core Clarity Dots 

The strongest clarity assets currently operating within the business are local 
market expertise, premium positioning, personalised advisory support, and the 
consultative customer experience. Together, these assets help customers 
understand what the business represents and why it is different. 
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Core Trust Dots 

The strongest trust assets are referrals, reviews, reputation, customer satisfaction, 
repeat business, and demonstrated expertise. These assets reduce uncertainty 
and influence customer confidence throughout the customer journey. 

Core Delivery Dots 

The strongest delivery assets are personalised service, negotiation expertise, 
communication quality, relationship management, and successful customer 
outcomes. These assets support customer satisfaction and long-term value 
creation. 

Core Connections 

The most important relationships currently operating within the Growth System 
include: 

• Expertise → Trust 
• Trust → Customer Progression 
• Customer Satisfaction → Referrals 
• Customer Satisfaction → Repeat Business 
• Reviews → Trust 
• Reputation → Enquiries 

Core Flow 

Visibility → Trust → Engagement → Customer → Successful Outcome → Advocacy 
→ Future Customer 

Core Momentum Loops 

• Customer Satisfaction → Referral → Customer 
• Customer Satisfaction → Review → Trust → Customer 
• Customer Satisfaction → Repeat Business 
• Reputation → Referral → Reputation 
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Core Growth Logic 

The strongest growth logic identified throughout the assessment is simple and 
consistent. 

• Trust creates customers 
• Successful outcomes create satisfaction 
• Satisfaction creates advocacy 
• Advocacy creates future customers 
• Future customers create future growth 

Final Assessment Conclusion 

This assessment reveals a business with strong foundations, strong customer 
relationships, strong trust assets, and a Growth System that already contains 
many of the characteristics associated with sustainable long-term growth. 

The strongest contributors to growth today are expertise, reputation, referrals, 
customer satisfaction, personalised service, and long-term customer 
relationships. These assets repeatedly influence customer confidence, customer 
decisions, customer retention, and customer advocacy. 

The most significant restrictions do not originate from weak delivery or weak trust. 
Instead, they appear where movement stops. Successful outcomes do not always 
continue into visible trust assets, advocacy, authority, reputation expansion, or 
future customer acquisition. As a result, some of the strongest assets within the 
business are not always exerting their maximum influence across the wider 
system. 

Today, the Growth System is characterised by strong trust creation, strong 
customer outcomes, strong reputation, and strong relationship-led growth. Future 
growth appears most dependent upon maintaining these strengths while 
ensuring that valuable assets continue influencing future customers rather than 
remaining isolated within individual customer experiences. 
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Key Findings 

• Most Important Assets to Protect: Local Market Expertise, Referral Network, 
Customer Satisfaction, Industry Reputation, Relationship Quality 

• Most Important Areas to Strengthen: Customer Success Visibility, Authority 
Visibility, Advocacy Creation, Testimonial Influence, Reputation Expansion 

• Most Important Connections to Establish: Successful Outcomes → Trust 
Assets, Satisfaction → Advocacy, Expertise → Authority, Testimonials → 
Visibility 

• Most Important Growth System Risks: Declining advocacy, declining 
visibility of trust assets, weakening reputation reinforcement, reduced 
customer movement 

• Most Important Sustainability Considerations: Maintaining trust creation, 
customer satisfaction, referral activity, review visibility, and relationship 
quality 

Closing Statement 

Your Growth System is already built upon valuable foundations. Expertise creates 
trust. Trust creates customers. Customer experiences create satisfaction. 
Satisfaction creates advocacy. Advocacy creates future opportunities. 

The assessment shows that your strongest growth assets already exist. The most 
significant constraints are not the absence of quality, trust, expertise, or customer 
satisfaction. They are the points where movement weakens and valuable 
outcomes stop influencing the wider system. 

Understanding these relationships provides a clear picture of how your business 
currently grows, where its greatest strengths reside, where its most significant 
constraints exist, and why maintaining Connected Growth remains essential to 
sustaining long-term success. 

Regards, 
Mark Preston 
Creator of Connect Those Dots Growth Framework™ 


