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Shop and you
could save -

NASE members like you can get
multiple auto and home insurance
quotes - all in one place in minutes.

% Average savings of those who
$ 1 0 9 3 switched their auto and home
J insurance to Farmers GroupSelect®

:’ .
.

Call 844-485-3419 to
mention codeBIV or visit
farmersinsurancechoice.com/NASE
to get started q&yoﬁr quotes.

*Based on average nationwide annual savings of new Farmers GroupSelect® customers surveyed from 1/1/24 to 8/31/25 who switched their auto and home insurance policies to Farmers®
branded policies, responded to the survey, and realized savings. Potential savings vary by customer and may vary by state and product.

Advertisement produced on behalf of the following specific insurers seeking to obtain business for insurance underwritten by Farmers Property and Casualty Insurance Company

and certain of its affiliates: Economy Fire & Casualty Company, Economy Preferred Insurance Company, Farmers Casualty Insurance Company, Farmers Direct Property and Casualty
Insurance Company, Farmers Group Property and Casualty Insurance Company, or Farmers Lloyds Insurance Company of Texas, all with administrative home offices in Warwick, RI.
List of licenses at www.farmers.com/companies/state/. Coverage, rates, discounts, and policy features vary by state and product and are available in most states to those who qualify.
7806161.1
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. If there is one thing we know as small business

owners, it is that trust and positive relationship-
building skills directly affect whether sales happen. In
the small business space, few of us have the margin
to lose customers due to miscommunication, unmet

expectations, or relationships that feel transactional
rather than personal.

For micro business owners and family businesses,
trust is often built one conversation at a time. Clients
are not just buying a product or service. They are
choosing to work with a person. That choice is
shaped by reliability, transparency, and the extent

to which they feel valued over time. When those
elements are present, clients stay longer, refer
others, and form relationships that support long-
term sustainability.

Retention plays a powerful role in this process.
Returning clients can reduce the pressure to
constantly replace lost revenue and allow business
owners to grow more intentionally. Strong
relationships also create stability during uncertain
periods, which many self-employed individuals know
firsthand.

As the National Association for the Self-Employed,
NASE exists to support entrepreneurs at every stage
of starting a business and growing a business. This
white paper reflects our commitment to helping self-
employed professionals build businesses rooted in
trust, connection, and long-term success.
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Building Long-Term Client
Relationships as a
One-Person Business

Self-employment can be rewarding, but it is a lot
to tackle. Being the single person in your business
comes with responsibilities that you can't offload
to someone waiting in the wings. Responsibility for
sales, service delivery, communication, and follow-
up adds up. In a one-person business, you are the
brand, the service provider, and the primary point
of contact. This means that every interaction must
help shape how clients view your business and
whether they want to and choose to continue the
working relationship.

Because there is no buffer between you and the
client, relationships tend to feel more personal. This
can be a great source of joy for many self-employed
business owners. However, it can also lead to strain,
especially if boundaries are not set and managed
up front.

Setting Clear Expectations From the
Start of the Relationship

We've all experienced situations in our lives where
expectations were unclear. Perhapsitwas in a
personal relationship. More likely, it was in an
educational or business setting. A lack of clarity can
be exceptionally frustrating, and not just for you.
Your customers will feel it too.

That's why setting clear expectations is so integral
from the get-go. To avoid any miscommunication
or unmet expectations, it is best to address the
following up front.

= Scope of services: Scope creep can be seriously
damaging to a business, especially a small
one. Further, it can drain resources and lead
to cash flow challenges. Be sure to fully outline
the scope and get client buy-in before moving
forward with any service-based projects.

= Timelines: Outline when clients can expect
updates, delivery, or responses.

= Communication channels: |dentify how and
when your customer wants you to communicate
with them. And be sure to provide the same
information to your customer, such as working
hours and when you tend to respond best to
customer calls and inquiries.
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= Payment terms: Be crystal clear with pricing,
invoicing, and payment schedules. For example,
if you expect payment immediately, be sure
to convey this clearly and have your customer
agree. Establishing payment terms in writing is
always the best course of action.

Communication Habits That Build
Credibility Over Time

Credibility grows when clients know what to expect
and experience follow-through. Simple habits like
responding when promised, explaining delays
before they become problems, and keeping clients
informed during projects can strengthen trust.
Honest communication, even when the message

is uncomfortable, often strengthens relationships
rather than harming them.

The Value of Consistency in Service Delivery

There is a reason that many restaurant chains are
successful. It's because they provide a consistent
experience that patrons can look forward to with
each visit. However, it's not just restaurants that
need to create a consistent experience. This matters
for all types of businesses, regardless of the product
or service you offer.

With consistency comes familiarity. When your
clients receive consistent care, attention, and quality
with each interaction and service deliverable, it
creates a winning proposition. Plus, for micro
business owners and family businesses, consistency
often matters more than scale. Clients return
because they know the experience they will receive.
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Managing Client Boundaries

Without Damaging Relationships

Even the best professional relationships require
boundaries. And understand that boundaries and

barriers are not the same thing. Barriers help protect
business relationships and manage expectations.

We suggest setting boundaries on availability, service
delivery, and project scope. When you communicate

boundaries clearly and respectfully, clients are more

likely to view them as part of a professional structure
rather than a personal rejection.

It may be time to reset boundaries if you notice the
following:

® Responding to messages outside stated hours
regularly

= Completing work that falls outside the agreed
scope without discussion

= Delaying other client work to accommodate
last-minute requests

® Feeling pressure to be constantly available to
avoid disappointing a client

m Resentment is building around specific clients
or projects

\
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Why Trust Is Your Most
Valuable Business Asset

We hear a lot about trust and ethical business
operations these days. And trust is at the forefront
of all of that. However, recognize that trust is a broad
concept that touches nearly every part of how a
business operates. For small business owners, trust
ties to referrals, repeat business, and reputation in
ways that larger organizations often take for granted.

The message is simple. If a customer trusts you, they
are far more likely to bring repeat business your way.
Furthermore, they are far more likely to recommend
your services to others and to share their positive
experiences.

How Trust Develops Through
Reliability and Transparency

No one wants to expect one thing and receive
something entirely different. That disconnect is
where frustration and doubt begin. For a small
business owner, reliability and transparency shape
how clients experience the relationship from the first
conversation through long-term engagement.

Trust, reliability, and transparency often show up in
simple, repeatable actions, including:

= Meeting agreed-upon deadlines or
communicating early when timelines change.
Don't delay this type of communication. Doing so
will only lead to customer disappointment.

= Honoring agreements per the documented scope.

= Doing what you say you will do, even when it
requires extra effort. If you say you are going
to do something, the best practice is to follow
through.

= Providing honest pricing without hidden fees
or surprises. Do your market research to offer
competitive pricing and be up front about what
you include and what you do not.

= Offering clear explanations about processes,
deliverables, and limitations.

= Addressing challenges directly rather than
avoiding difficult conversations. We all have
to engage in challenging discussions from
time to time. However, when you work with
trust, reliability, and transparency as business
pillars, these conversations are less likely to be
necessary.
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The Cost of Broken Trust for a Micro Business

When you break a customer’s trust, it can have long-
lasting consequences. Missing deadlines, offering
unclear invoices, or ignoring a customer concern
can be seriously damaging. And it may affect more
than one customer.

It's long been said that if you have a bad experience,
you tell 9 to 15 people. And the truth is that in close-
knit communities and referral-based industries,
negative experiences travel fast. Repairing trust
often requires more time and effort than building it
in the first place.

Long-Term Client Value Compared
to Short-Term Wins

Though all business owners appreciate a quick sale
now and then, these types of wins are typically far
and few in between. Long-term client relationships
will help drive revenue now and well into the future.

Repeat clients require less onboarding, offer
predictable revenue, and often become advocates
for your business. Over time, these relationships
contribute more value than those one-time
transactions.

Reputation Management in
Referral-Driven Businesses

Many self-employed professionals operate in
environments where reputation carries significant
weight. Whether referrals come through personal
networks or online platforms, perception shapes
opportunity. Reputation management means
paying attention to how your business is discussed,
shared, and remembered, both offline and online.

Offline, reputation is built through everyday
interactions. How concerns are handled, how
consistently commitments are met, and how clients
are treated during challenging moments all leave
lasting impressions. Online reviews, testimonials,
and even social media presence contribute to
credibility. A single experience can influence how
future clients perceive your business.

While referrals will be discussed in greater detail
later in this white paper, it is integral to recognize
that they often reflect accumulated trust. By
prioritizing transparency, follow-through, and
respectful communication, small business owners
protect their reputation and support long-term
relationship-based growth.
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Small Gestures That
Create Loyal Customers

Don't erroneously believe that you need to give
something away to earn repeat business or
customer loyalty. Yes, complimentary offers can
have a place. But those gestures are not what get
your customers to come back repeatedly. In fact,
when you give something away, it can reduce the
perceived value of your product or service. Plus, it
can lead to expectations that you will be unable to
manage down the road.

Loyalty is more often shaped by how clients feel
throughout the relationship. Thoughtful actions that
reflect care, consistency, and respect can deepen
connections without large budgets or additional staff.

Follow-Ups That Show Genuine Appreciation

As a small business owner, sometimes you need

to take extra steps to ensure your customers are
satisfied. This is where brief follow-ups can come
into play. A quick phone call or email after a project
wraps up can leave a positive impression.

Thanking a client for their trust, checking in on
their experience, or asking if they have questions
reinforces that the relationship matters beyond the
transaction. These moments help clients feel seen
rather than processed.



Remembering Client Preferences and Milestones

One of the significant advantages of self-
employment is the relationship built with
customers. Through one-on-one interactions,
personal and business-specific details are often
shared along the way. These details provide
excellent opportunities for future communications
and marketing outreach.

Though we have touched on some of these earlier,
here are some essential details to remember.

= How a client prefers to hear from you, whether
that is email, phone, or text

m Dates that matter, like contract renewals
or the anniversary of when you first started
working together

= Notes about customer preferences and dislikes,
plus any feedback they have shared before

= Business events or changes, such as a new
location, a rebrand, or a new service launch
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Clear Invoicing and Honest Pricing Practices

Transparency in pricing builds trust and reduces
friction. Clear invoices that match prior discussions
help clients feel respected and informed. When
pricing changes are communicated early and
explained plainly, clients are more likely to view
them as reasonable and fair.

Respecting Client Time and
Communication Preferences

Clients notice when their time is valued. Responding
within stated timeframes, keeping meetings
focused, and honoring preferred communication
windows demonstrates professionalism. These
practices reduce frustration and contribute to a
relationship built on mutual respect.

Balancing Business Growth
Without Burning Out

Growth is often presented as the natural goal of
entrepreneurship, yet it frequently comes with
personal costs that are not discussed openly. A
recent article from Founder Reports indicates that
34.4% of entrepreneurs experience burnout.
The numbers climb further, with 50.2% reporting
anxiety and 45.8% dealing with high stress.

Those statistics really say something. And the reality
is that working nonstop is not sustainable. Running
on fumes affects health, decision-making, and
ultimately the client experience.

Balancing growth with personal capacity is not
about doing less. It is about making thoughtful
choices that protect both the business and the
person behind it.

Recognizing Early Signs of Overload

Burnout doesn't typically appear overnight. You
don't simply wake up one morning and admit that
enough is enough. In many cases, someone else
often notices your burnout before you put the
pieces together.

Burnout often builds slowly. It appears in
emotional, mental, and physical signals that can
easily be dismissed when you have demanding
work to complete. Mental Health America identifies
several common burnout symptoms that business
owners should not ignore.
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® Fatigue and persistent exhaustion even after a
whole night's sleep

® Feeling dread toward responsibilities that you
have previously enjoyed or looked forward to

= A feeling of detachment or a lack of motivation

m Difficulty focusing or making more mistakes
than usual

= [rritability, anxiety, or overwhelm, much of the
time

= Frequent physical symptoms such as
headaches, digestive discomfort, or muscle
tension

Recognizing these patterns early allows small business
owners to adjust workloads, reset expectations,

and protect both personal well-being and client
relationships before deeper issues develop.

Prioritizing Quality Over Volume

Taking on more than you can manage can be
dangerous territory. When you do so, quality
dissipates, decisions get rushed, and that very
consistency that we have already discussed is
put at risk.

Build a business model where quality trumps
volume, every time. Doing so will mean greater
work satisfaction and a better working environment
for both you and your customers.

Building Sustainable Systems
as the Business Grows

Simple systems for onboarding, communication,
and follow-up reduce mental load and create
repeatable processes. As a business grows, these
systems support healthier work patterns while
preserving the trust and relationships that drive
long-term success.

SelfiInformed

Relationship-Driven Growth
for the Self-Employed

Relationship-driven growth refers to building a
business through trust, consistency, and long-term
client connections rather than relying solely on
constant outreach or short-term sales tactics. For
a small business owner or micro business owner,
this approach reflects a practical reality. Time and
energy are limited, and relationships often deliver
stronger results than volume-based strategies.

As BNI Global explains, across industries and
countries, one principle continues to hold. People
do business with people they know, like, and
trust. For entrepreneurs starting a business or
growing a business, this principle shapes how
credibility builds over time—trust compounds.
Referrals follow credibility. Communities create
resilience, especially during periods of change.

The Role of Referrals in Growing a Business

Referrals often arrive pre-qualified, which shortens
sales cycles and strengthens the reputation for
family businesses and service-based businesses
alike. In fact, 82% of small business owners report
gaining new clients through referrals, and
referred prospects convert at rates four times higher
than other marketing channels. Asking for referrals
costs nothing and builds on existing relationships.

Why Retention Often Costs Less Than Acquisition

Maintaining existing client relationships typically
requires less time, effort, and expense than finding
new ones. An article by Harvard Business Review
reports that acquiring a new customer can cost
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anywhere from five to 25 times more than retaining A SUStainahle Path Forward fOI'

an existing one. For a small business owner or

micro business owner, that difference can have a sma" BUSiness Owners

meaningful impact on cash flow and capacity. For self-employed professionals, long-term success
Additional research from Bain & Company supports rarely comes from rapid expansion alone. It is built

this point. Frederick Reichheld, the creator of through trust, consistency, and meaningful human

the Net Promoter Score, found that increasing connection. Small business owners, micro business
customer retention by just 5% can raise profits owners, and family businesses all rely on relationships
by 25% or more. For entrepreneurs focused that extend beyond individual transactions and support
on building a business that lasts, these findings stability over time.

highlight why long-term relationships often deliver
more substantial financial returns than constant
customer acquisition.

Trust influences how clients return, refer others, and
speak about their experiences. Inconsistent service
delivery can be incredibly damaging to trust and to
future business. On the other hand, consistency often

Relationship Management as a Business Skill pays itself forward. When consistency, communication,
Strong relationship management is a learned skill and respect for boundaries work together, they create
that supports building a business over time. It a foundation that supports growth without sacrificing
includes: personal well-being.
= Consistent communication Members of NASE understand that building a business
= Follow through on commitments is a long-term commitment. By prioritizing relationships
= Clear expectations and retention, entrepreneurs can create businesses

that reflect their values, support their livelihoods, and
remain resilient through change.

= Thoughtful follow-up

See the Latest Press Releases from NASE

Small Business Expert Shares How to Use—and What
to Avoid—When Using Al for 2025 Tax Returns
Feb 17,2026

As Al adoption accelerates across nearly every industry, the American
public—and especially small business owners—are increasingly
turning to it for tax planning this year.

READ FULL STORY =»

New Tax Reform Laws Aim to Deliver Clearer, More Beneficial
Returns for Small Businesses and the American Public
Jan 26, 2026

As millions of American taxpayers are in the midst of preparing to file their
2025 income taxes, NASE is highlighting key changes this year.

READ FULL STORY =

READ ALL PRESS RELEASES
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D<&AL Technologies

DELL ULTRASHARP MONITOR
Designed for
creative excellence

4K QD-OLED brilliance, true color accuracy,
and tools for creative workflows.

Shop Now

e Windows 11

Dell Technologies recommends Windows
11 Pro for business
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Nase” Member Benefits

NASE Growth
“Grants

Apply for small business grants from
NASE worth up to $4,000!

Do you have plans for the steps you would take to grow your business,
if you only had the available capital to do so? Would you hire and train
additional employees? Market your business in new and exciting ways?
Invest in new equipment or software? NASE can help! Since 2006,

NASE has awarded over $1,000,000 to members just like you through
the Growth Grants® program by providing small business grants.

Sunny Stroeer
Growth Grant Recipient

*Growth Grant applicants must be a member in good

standing for three months prior to submitting an application.

Annual members may apply immediately. Monthly members
may apply ninety days after joining the NASE.

Visit NASE.org to learn more about the following benefits!

Past Growth Grant Recipients

Exclusive Discounting — 5% Member Coupon Code for shopping
online (Redemption Instructions Below) + Exclusive Savings via
stackable promotions, financing offers, and quantity discounting.

Dedicated Account Manager — A direct point of contact for IT

TeCh nO|Og|eS advisement, creating custom quotes with your member discounting

applied to our end-to-end solutions.

. End to End Tech — Dell's comprehensive solutions include laptops,
NASE members in the US desktops, peripherals all the way up to servers, storage and licensing.

can take adva ntage of special Everything you need to boost productivity and maximize security

member pricing on Dell’s entire
portfolio — including laptops,

so you can focus on innovation.

Have questions about Dell products? Our dedicated sales team is here to help!
Call us at 1+ (877) 523-6040, available Monday-Friday, 8 AM to 5 PM CT. We're

desktops, peripherals, licensing, ready to support you with expert guidance and exclusive member benefits.

servers, storage and more.
Dell Technologies partners

with NASE to help members How to Activate Dell Benefits:

gain benefits and value tailored

1. Members will need their member passcode: NASEFY25
2. Members log in or create an account on Dell.com. (Dell MyAccount)

to their business needs. 3. Validate your Dell Membership passcode and email, just once as part

of the initial setup.

Start Saving Now! For additional guidance, please contact our Program Manager,

NASE SelfInformed 11

Amina.Bajrovic@Dell.com

4. From there, all eligible discounts will automatically apply in their cart.
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Hire Your Kid and reduce your taxable income by $12,000

Creating a job for your child can be a rewarding That's why we are here! Your first thought to the Hire
experience for both you and the child. A job can promote Your Kid Tool Kit most likely is that it is too good to be
maturity, understanding, a sense of pride and self-worth. true. Create a job, do the paperwork, file the tax returns,
However, creating this new job will do one thing for sure, report the wages, and you will pay thousands less in taxes
and that is save you thousands of dollars in taxes. on April 15th. The best news is that we will do all the

work. You pay the kid, and we will do the rest.

To get started, click here

N As E The self-employed and micro-businesses are not alone when it

comes to tax time. Estimated taxes, choosing a business entity,
k h automobile and travel expenses and hiring a new employee are
As T e just a few of the topics that the NASE Tax Experts can help with.

From federal tax to state tax, from auto deductions to depreciation, from
x p e r s estimated taxes to penalties and interest, and everything in between, we

are here to help with any question that you might have.

Our CPAs and tax professionals have over 100 years of small business
tax experience and we have answered literally hundreds of thousands
of questions over the last 40 years. We hate to use the words “logic” and
“IRS" in the same sentence, but if you have a question about taxes and
the IRS, NASE is the logical place to find the answer.

Click Here to Find an Expert
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AT&T Business

((©

AT&T Busi ness Fi ber area, you may be eligible for AT&T Business Fiber, which

d liabili d value f offers our fastest internet plans of 1 GIG, 2 GIG and 5 GIG
Get more speed, reliability, and value from in select areas?. All of our fiber plans, including the hyper-

your internet with AT&T Business Fiber® gig plans, come with AT&T All-FiTM, a next-generation Wi-
Whatever your business, there's a good chance that Fi experience for your devices® and AT&T ActiveArmorSM4
quality Internet is an important factor in your success. internet security.

Our internet has over 99% proven reliability’ and it's Your business deserves the AT&T business difference, a
fast and secure. You can count on our dedicated 24/7 new standard of networking. NASE members, get our
business-class customer care for fast and attentive best price when you order AT&T Business Fiber online
solutions. Depending on which speed is available in your and receive a reward card up to $500.

Click Here for Best Price!

ANNOUNCEMENT

Dependent Scholarship
Applications Opened
January 1=t

Multiple College Scholarships of
$3,000 are Awarded Each Year

This program is open to legal dependents of
NASE Members, ages 16-24. To apply, students
need to be high school students or college
undergraduates planning to enroll in college
for the upcoming fall semester. The application
period is January 1%t through April 30*".

APPLY NOW
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BUILDING NEW OPPORTUNITIES FOR SUPPORTING LONG TERM SAVINGS

This year, the U.S. Treasury
Department will launch Trump
Accounts—a program designed

to give every American child a
financial head start. Established
under the Working Families Tax Cuts

legislation and set to launch on July
5, 2026, these specialized individual
retirement accounts (IRAs) represent
a new way for Americans help create
long term savings for their children.

NASE SelfiInformed

What Are Trump Accounts?

Trump Accounts are a new type of tax-advantaged
individual retirement account specifically designed

for children under age 18. Unlike traditional IRAs that
require earned income to contribute, Trump Accounts
can be established for any eligible child with a valid
Social Security number, regardless of whether they have
employment income.

The centerpiece of the program is a one-time $1,000
contribution from the U.S. Treasury Department for
every American child born between January 1, 2025, and
December 31, 2028. This “pilot program contribution” is
invested immediately in low-cost index funds, typically
tracking the S&P 500, giving children immediate exposure
to the American economy’s growth potential.
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Eligibility and Account Setup
Any child under age 18 with a valid Social Security number
is eligible to have a Trump Account established on their
behalf. However, the $1,000 government seed contribution
is exclusively available for U.S. citizen children born during
the 2025-2028 pilot program window.

Opening a Trump Account requires an election to be
made by a parent, legal guardian, or other authorized
individual. This can be done in two ways:

1. Filing Form 4547 with your 2025 tax return (the form
is currently in draft form and will be finalized soon)

2. Using the online portal at trumpaccounts.gov, which
will be available by mid-2026

The Treasury Department will initially create and
administer these accounts, selecting one or more
financial institutions to serve as trustees based on their
reliability, customer service experience, and low costs.

How Contributions Work
Trump Accounts offer multiple pathways for funding,
making them uniquely flexible among children’s
savings vehicles:

Individual Contributions

Family members, friends, and other individuals can
contribute up to $5,000 per year to a child's Trump Account.
Contributions begin July 4, 2026—appropriately timed
with America’s 250th anniversary. The $1,000 Treasury
contribution does not count toward this annual limit.

Employer Contributions

Companies can contribute up to $2,500 annually to an
employee’s Trump Account or the accounts of their
employee’s dependents through an employer Trump
Account contribution program. These contributions don't
count as taxable income for the employee and do count
toward the $5,000 annual limit. Major corporations including
JPMorgan Chase, Bank of America, Charles Schwab,

Uber, Mastercard, Visa, Intel, IBM, and many others have
already announced matching contribution programs.

Charitable Contributions

Governmental entities and qualified charitable
organizations can make “qualified general contributions”
to Trump Accounts for eligible classes of beneficiaries.
Notably, Michael and Susan Dell have pledged $6.25
billion to fund Trump Accounts for 25 million children
under age 10—the largest private commitment to
American children in the nation’s history. Ray and Barbara
Dalio followed with a $75 million pledge to fund accounts
for more than 300,000 Connecticut children.

These contribution limits are indexed to inflation and will
adjust starting in 2027.
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Access and Withdrawals

When the account beneficiary turns 18, the Trump
Account essentially converts to function like a traditional
IRA. At that point, the young adult has several options:

= Continue growing the account for retirement
savings
= Withdraw funds for qualified expenses like higher
education or purchasing a first home, with all the tax
advantages of a traditional IRA
= Make qualified distributions that avoid the typical
10% early withdrawal penalty
Withdrawals outside approved categories would be subject
to standard IRA penalties and taxes, encouraging young
adults to use the funds wisely for major life investments.

Getting Started

For families with children born between 2025 and 2028,

the process is straightforward:

1. Ensure your child has a valid Social Security number

2. File Form 4547 with your 2025 tax return or wait for
the online portal (expected mid-2026)

3. Activate your account when you receive instructions
from the Treasury (starting May 2026)

4. Consider setting up regular contributions to maximize
growth potential

5. Check if your employer offers Trump Account
contribution matching

For detailed information, guidance, and updates,
visit the official websites at trumpaccounts.gov
and irs.gov/trumpaccounts.

Katie Vlietstra is NASE's Vice President for Government Relations
and Public Affairs; You can contact her at kvlietstra@nase.org.
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