better
business
that works

THE ACUA PRINCIPLE

The Four Customer Wants That Drive Every Purchase Decision

A practical framework for transforming your marketing by addressing what customers

actually think about before they buy.




THE ACUA PRINCIPLE

ACUA = Availability + Convenience + Utility + Affordability

Address all four elements in your marketing, and you'll answer every question a customer

has before they buy.

The Problem This Solves

Most businesses lead with features and price. Customers don't care about features until they
know you can actually help them. The ACUA Principle flips your marketing to address what

customers actually think about:

e "Canthey help me NOW?"
e "Will this be easy or painful?"
e "Can| trust them?"

e "Can | actually afford this?"

Why ACUA Works

Think about the last time you hired a tradesperson, chose a restaurant, or bought a service
online. You probably didn't analyse their mission statement or compare technical
specifications. Instead, you asked yourself a series of practical questions - and those questions

almost always fall into four categories.

The ACUA framework captures these four universal customer concerns. When your marketing
addresses all four, you remove the mental friction that stops people from buying. You answer

their objections before they even raise them.

Most businesses accidentally ignore one or two of these elements. They might be excellent at
showing credibility (Utility) but forget to mention payment options (Affordability). Or they
highlight fast turnaround (Availability) but make the booking process confusing (Convenience).
These gaps cost you customers - not because your service is bad, but because your marketing

leaves questions unanswered.

The businesses that win aren't always the best at what they do. They're the ones who make it

easiest for customers to say yes. ACUA gives you the structure to do exactly that.
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THE ACUA PRINCIPLE

The Four Elements Explained

A - Availability

The Question: "How soon can you help me?"

People pay premiums for speed. A customer with a broken air conditioner in summer doesn't
want 'sometime next week. They want relief NOW. Your availability messaging tells them

whether you're worth calling.

Examples to use in your marketing:

e "Same-day service available"
e "Werespond within 2 hours"
e "Book online - instant confirmation"

e "Emergency callouts 7 days a week"

C - Convenience

The Question: "How easy will this be for me?"

Every customer has been burned by businesses that made things complicated. They had to
chase quotes, repeat themselves, or deal with unreliable timing. Show them you've removed

the friction.

Examples to use in your marketing:

¢ "Free quotesin under 10 minutes"
e "We handle all council approvals"
e "One point of contact from start to finish"

e "Weclean up after ourselves - you won't lift a finger"
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THE ACUA PRINCIPLE

U - Utility

The Question: "Why should I trust you over anyone else?"

Utility is your credibility. It's the evidence that you're competent, reliable, and the right choice.

This isn't about bragging - it's about giving customers the confidence to choose you.

Examples to use in your marketing:

e "15+years serving Brisbane families"
e "Licensed and fully insured"

o "4.9starsfrom 500+ Google reviews"
e "Member of [Industry Association]"

e "Featured in [Publication/Award]"

A - Affordability

The Question: "Can | make this work financially?"

Critical distinction: Affordable # Cheap. Affordability means you've made it possible for the
right customers to say yes. Payment plans, credit card acceptance, and transparent pricing

remove financial friction without racing to the bottom on price.

Examples to use in your marketing:

e "Interest-free payment plans available"
e "We accept all major credit cards"
¢ "No hidden fees - the quote is the price"

e "Flexible packages to suit your budget"
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THE ACUA PRINCIPLE

How to Apply ACUA to Your Business

Step 1: Audit Your Current Marketing

Look at your website, ads, and sales materials. For each piece, ask: Does this address
Availability, Convenience, Utility, AND Affordability? Most businesses are strong in one or two

areas and weak in others. Identify your gaps.

Step 2: Write Your ACUA Statements

Complete these sentences for your business:

Availability: "We can help you by
Convenience: "We make it easy by
Utility: "You can trust us because

Affordability: "We make it affordable by "

Step 3: Integrate Into Every Touchpoint

Your ACUA statements should appear on your website homepage, Google Ads, social media

profiles, quotes and proposals, email signatures, and vehicle signage. Consistency builds trust.
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THE ACUA PRINCIPLE

ACUA in Action: Before & After

BEFORE (Weak) AFTER (ACUA Applied)

"Quality plumbing services" "Same-day emergency plumbing. Licensed team
with 500+ 5-star reviews. Upfront pricing - no

surprises. Interest-free payment plans.”

"Professional cleaning company" "Book online in 60 seconds - cleaning tomorrow.
Police-checked, insured team. Pay after we're

done. Serving Brisbane for 12 years."

Remember: ACUA Creates Flow

"Empty your mind, be formless. Shapeless, like water... Be water, my friend."

- Bruce Lee

Like water, your marketing should flow towards the sale by addressing what your

customer wants at each stage. ACUA removes the obstacles.

From Better Business That Works by Alexei Kouleshov
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