
Brand Trust in the News: Nov 25 – Dec 2 

How to Get Customers to Trust You 
November 26, 2019 – Trust is critical to any relationship. Of course, trust is essential between your 
business and your customers. 

Consumer trust has been waning in recent years, despite the efforts of many businesses across 
industries to ramp up transparency initiatives and improve customer engagement. Numerous scandals 
around corporate and political leadership as well as several high-profile consumer data breaches have 
put consumers on edge — and they’re more skeptical than ever. 

The 2019 Edelman Brand Trust Survey revealed only 39% believe tech companies put welfare of 
customers ahead of profits. What’s more, although 81% say trust impacts their purchasing decisions, 
only a third of people say they trust the brands they buy from. And, 41% say they don’t trust brands’ 
marketing communications to be accurate or truthful. 

Those are some pretty concerning data. And once customer trust is lost, it’s hard to get back. According 
to Edelman’s survey, 45% of consumers would never trust a brand again after it displays unethical 
behavior or is involved in a scandal, and 40% say they’d stop buying from that brand altogether. Read 
more on Forbes. 

Four Winning Content Strategies for Building Brand Trust 
 
November 26, 2019 – Brand trust is not a new concept. Yet now, more than ever, the need to nurture 
brand trust is crucial. Before your company can persuade a new customer to purchase its products or 
services, you have to convince your target audiences that your business has their interests in mind and 
stands behind its promises and values. Companies must prioritize brand trust early in the potential 
customer’s exposure to a brand in the digital age where websites, social media, and online reviews 
making it easier than ever to form an opinion about brand trust. 
 
Recent surveys have shown that customer trust has been on the decline, with trust in businesses among 
the lowest-ranked categories. In 2017, Forrester warned marketers of this trend with predictions of 
higher customer confidence with lower customer trust – meaning, we can expect to see customers 
buying more products and services while having lower trust in the business itself. On top of that, 
another survey showed that 58% of customers don’t trust businesses the way the once did. Read more 
on EContent.  
 

Canadian telecom complaints hit record high, with Bell 
leading the pack 
 
November 29, 2019 - Complaints about poor wireless, internet and TV service reached a record high this 
year as consumers expressed increasing frustration over issues such as billing and disconnection notice 
periods. 
 

https://www.forbes.com/sites/michaelfertik/2019/11/26/how-to-get-customers-to-trust-you/#548981c8f8d6
http://www.econtentmag.com/Articles/Editorial/Industry-Insights/4-Winning-Content-Strategies-for-Building-Brand-Trust-135331.htm


In its annual report released Thursday, the Commission for Complaints for Telecom-television Services 
(CCTS) disclosed that the number of accepted complaints jumped 35 per cent during the 12 months 
ended July 31, to 19,287 — the largest volume in the organization’s history. 
 
Most of the complaints related to billing surprises and non-disclosure of contract terms, issues that have 
made up the majority of complaints to the CCTS since its inception.  
 
Most of the complaints related to billing surprises and non-disclosure of contract terms, issues that have 
made up the majority of complaints to the CCTS since its inception. 
 
“It’s concerning that the numbers are going up,” said Howard Maker, head of the Commission of 
Complaints for Telecom-television Services (CCTS).Read more on The Star.  

 
MEC loses $11M as new CEO braces against storm of 
competition 
November 28, 2019 – Mountain Equipment Co-op, Canada's largest outdoor gear retailer, is losing 
money, says its new CEO Philippe Arrata — a lot of it. 

The outdoor recreation gear and clothing retailer lost $11.487 million last year on sales of $462 million, 
according to financial statements audited by KPMG and posted on MEC's website. 

Arrata, the former CFO of Best Buy, says the co-op is at a turning point, facing slow sales, inventory 
backups, supply chain problems and ever-increasing online competition. 

"The sales growth hasn't materialized, as we've seen increased competition by traditional big-box 
players and emerging e-commerce players," Arrata said in a statement Tuesday about the recreation 
equipment giant's financial challenges.  

Since its founding in Vancouver in 1971, MEC has expanded to 20 cities across Canada with 2,700 
employees, and today bills itself as Canada's largest supplier of outdoor clothing and recreation gear 
with a reputation for a commitment to environmental protection. 

But some longtime MEC members say the 22-store co-op has lost money by spending too much on 
stores in Toronto and Vancouver and racking up more debt while inventory piled up and sales slowed 
because of stiff competition from online retailers like Amazon. Read more on CBC.  

Economic Growth to Struggle as Consumer Trust May Be Slow 
to Mend 

November 30, 2019 – U.S. Commerce Secretary Wilbur Ross has been talking trade over the weekend. 

There was some upbeat commentary on the prospects of a trade deal with China, which is now standard 
for any U.S. official talking on the prospects of a trade deal with China. It is the Chinese who have been 
sounding more cautious about the longer-term outlook although still looking to do a phase-1 deal in the 
near term. 

https://www.thestar.com/business/2019/11/28/canadian-telecom-complaints-hit-record-high-with-bell-leading-the-pack.html
https://www.cbc.ca/news/canada/british-columbia/mec-11m-outdoor-gear-mountain-equipment-co-op-1.5375846


Ross also offered a new set of comments to the effect that the U.S. may not need to tax U.S. consumers 
of autos partially made in the European Union, . The European auto tariff/tax topic has been rather 
overlooked lately. There have also not been too many tweets on the subject of late. Read more on Daily 
Stock Dish.  

https://dailystockdish.com/economic-growth-to-struggle-as-consumer-trust-may-be-slow-to-mend/
https://dailystockdish.com/economic-growth-to-struggle-as-consumer-trust-may-be-slow-to-mend/
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