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Candidate Details
[bookmark: _Toc444007890]Assessment – BSBREL402: Build client relationships and business networks
Please complete the following activities and hand in to your trainer for marking. This forms part of your assessment for BSBREL402: Build client relationships and business networks.
Name: 		_____________________________________________________________
Address:	_____________________________________________________________
		_____________________________________________________________
Email:		_____________________________________________________________
Employer:	_____________________________________________________________
Declaration
I declare that no part of this assessment has been copied from another person’s work with the exception of where I have listed or referenced documents or work and that no part of this assessment has been written for me by another person.
Signed:		____________________________________________________________
Date:		____________________________________________________________
If activities have been completed as part of a small group or in pairs, details of the learners involved should be provided below:
This activity workbook has been completed by the following persons and we acknowledge that it was a fair team effort where everyone contributed equally to the work completed. We declare that no part of this assessment has been copied from another person’s work with the exception of where we have listed or referenced documents or work and that no part of this assessment has been written for us by another person.
Learner 1:	____________________________________________________________
Signed:		____________________________________________________________
Learner 2:	____________________________________________________________
Signed:		____________________________________________________________
Learner 3:	____________________________________________________________
Signed:		____________________________________________________________


[bookmark: _Toc444007891]Competency Record to be completed by Assessor
Learner Name:		_______________________________________________________
Date of Assessment:	_______________________________________________________
The learner has been assessed as competent in the elements and performance criteria and the evidence has been presented as:
	
	Assessor Initials

	Authentic
	

	Valid
	

	Reliable
	

	Current
	

	Sufficient
	



Learner is deemed: 		COMPETENT		NOT YET COMPETENT (Please circle)

If not yet competent, date for re-assessment:		____________________________________

Comments from Trainer / Assessor:
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor Signature:		________________________________________________________
[bookmark: _Toc444007892]
Observation/Demonstration
Throughout this unit, you will be expected to show your competency of the elements through observations or demonstrations. Your instructor will have a list of demonstrations you must complete or tasks to be observed. The observations and demonstrations will be completed as well as the activities found in this workbook. An explanation of demonstrations and observations:
Demonstration is off-the-job
A demonstration will require:
Performing a skill or task that is asked of you
Undertaking a simulation exercise
Observation is on-the-job
The observation will usually require:
Performing a work based skill or task 
Interaction with colleagues and/or customers
Your instructor will inform you of which one of the above they would like you to do. The demonstration/observation will cover one of the unit’s elements.
The observation/demonstration will take place either in the workplace or the training environment, depending on the task to be undertaken and whether it is an observation or demonstration. Your instructor will ensure you are provided with the correct equipment and/or materials to complete the task. They will also inform you of how long you have to complete the task.
You should be able to demonstrate you can:
1. Initiate interpersonal communication with clients
2. Establish client relationship management strategies
3. Maintain and improve ongoing relationships with clients
4. Build and maintain networks.
You should also demonstrate the following skills:
· Reading 
· Writing
· Oral Communication
· Numeracy
· Navigate the world of work
· Interact with others
· Get the work done.


[bookmark: _Toc444007893]Activities
[bookmark: _Toc443991694][bookmark: _Toc444007894]Activity 1A
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to identify and use preferred client communication styles and methods.

	Activity
	Complete the following individually or in a group (as applicable to the specific activity and the assessment environment).

Briefly summarise the five communication styles discussed within the chapter:

· Assertive
· Aggressive
· Passive-aggressive
· Submissive
· Manipulative.
















Give examples of methods of communication, within both spoken and written communication.

















Paired Activity 

Get into pairs for this activity. 

Imagine your partner is a client that you are going to be communicating with.

Talk for ten/fifteen minutes to gain an understanding of each other’s preferred communication styles and methods. 

Summarise their preferred communication styles and methods.
Summarise your own preferred communication styles and methods.
Highlight the ways in which you’d need to adapt/alter the way that you would usually communicate with them in order to match their preferences. 







































[bookmark: _Toc443991695][bookmark: _Toc444007895]Activity 1B
	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to establish rapport with clients using verbal and non‑verbal communication processes.

	Activity
	Complete the following individually or in a group (as applicable to the specific activity and the assessment environment).

Outline your understanding of rapport.












Outline the different ways that verbal communication processes can be used to establish rapport with clients.












Outline the different ways that non-verbal communication processes can be used to establish rapport with clients. 
















[bookmark: _Toc443991696][bookmark: _Toc444007896]Activity 1C
	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to investigate and act upon opportunities to offer positive feedback to clients.

	Activity
	Complete the following individually or in a group (as applicable to the specific activity and the assessment environment).

Think of positive feedback as the advice, opinions, views and general information that you can with your clients in order to educate them.

Outline three possible opportunities that you could have to offer this positive feedback to your clients. Explain how you would act on each of these opportunities. 







































[bookmark: _Toc443991697][bookmark: _Toc444007897]Activity 1D
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to use open questions to promote two‑way communication.

	Activity
	Complete the following individually or in a group (as applicable to the specific activity and the assessment environment).

Outline the seven steps that are involved in two-way communication.









Outline your understanding of open questions. 









Taking your own role into consideration, give five different examples of open questions that you could use to promote two-way communication with your clients. 









In pairs, role-play a conversation that could take place within your organisation. Show that you can use open questions to promote two-way communication. 











[bookmark: _Toc443991698][bookmark: _Toc444007898]Activity 1E
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to identify and act upon potential barriers to effective communication with clients.

	Activity
	Complete the following individually or in a group (as applicable to the specific activity and the assessment environment).

Outline three potential barriers to effective communication with clients. Use examples that are relevant to your particular role. Explain how you would act upon your three examples, should they occur.










































[bookmark: _Toc443991699][bookmark: _Toc444007899]Activity 1F
	Estimated Time
	Minutes

	Objective
	To provide you with an opportunity to initiate communication processes which relate to client needs, preferences and expectations.

	Activity
	Complete the following individually or in a group (as applicable to the specific activity and the assessment environment).

Paired Activity 

Get into pairs for this activity. 

Imagine your partner is a client that you are going to be communicating with.

Talk for ten/fifteen minutes to gain an understanding of each other’s needs, preferences and expectations. 

Outline how you would initiate communication processes that are related to their needs, preferences and expectations. 


































[bookmark: _Toc443991700][bookmark: _Toc444007900]Activity 2A
	Estimated Time
	25 Minutes

	Objective
	To provide you with an opportunity to develop client loyalty objectives focusing on the development of long term business partnerships.

	Activity
	Complete the following individually or in a group (as applicable to the specific activity and the assessment environment).

Group Discussion

As a group discuss the following:

‘Keeping your current clients is much cheaper than finding new ones’.

Do you agree? Why? Why not? Share your thoughts.










Define a loyal client. 







Develop three client loyalty objectives that would be relevant to your organisation. Your objectives should focus on the development of long term business partnerships.

















[bookmark: _Toc443991701][bookmark: _Toc444007901]Activity 2B
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to assess client profile information to determine approach.

	Activity
	Complete the following individually or in a group (as applicable to the specific activity and the assessment environment).

If you have access to a client’s profile…

Assess the information within this profile. What does it tell you?
What approach would you use to maintain and build on the relationship with that client in terms of communication?

If you don’t have access to a client’s profile…

Write an example client profile and swap with another learner in the group.
Assess the information within this profile. What does it tell you?
What approach would you use to maintain and build on the relationship with that client in terms of communication?

































[bookmark: _Toc443991702][bookmark: _Toc444007902]Activity 2C
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to develop client loyalty strategies to attract and retain clients in accordance with the business strategy.

	Activity
	Complete the following individually or in a group (as applicable to the specific activity and the assessment environment).

Think about your own workplace. Outline two different client loyalty strategies that could be useful in attracting and retaining clients. Ensure that your examples are in accordance with the business strategy. 

















What things do you need to take into consideration when developing client loyalty strategies? Why?
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	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to identify and apply client care and client service standards.

	Activity
	Complete the following individually or in a group (as applicable to the specific activity and the assessment environment).

Client care and client service standards should be appropriate and suited to your specific clients. What else should they be?
















Outline five different client care and client service standards that would be appropriate for your organisation. Make sure that you think outside of the box. Don’t refer to standards that are already in place; be creative.
























[bookmark: _Toc443991704][bookmark: _Toc444007904]Activity 3A
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to develop strategies to obtain ongoing feedback from clients to monitor satisfaction levels.

	Activity
	Complete the following individually or in a group (as applicable to the specific activity and the assessment environment).

What is feedback?










Why should you obtain ongoing feedback?










When used constructively, what can feedback allow you to do?










Give examples of general methods that can be used to obtain feedback.










Surveys are a good way to obtain feedback from clients in order to monitor satisfaction levels. Design a client satisfaction survey that could be used within your organisation. Include appropriate questions and scales. Attach a copy to your workbook.
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	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to develop strategies to elicit feedback which provide information in a form that can be used to improve relationships with clients and obtain feedback to develop and implement strategies which maintain and improve relationships with clients.

	Activity
	Complete the following individually or in a group (as applicable to the specific activity and the assessment environment).

What methods of obtaining feedback would provide you with the insight needed to improve relationships with clients?






The key to this is open questions. Why?






You’ve been asked to obtain feedback from a client over the telephone. Put together a list of questions that you would use in order to gather feedback that could be used to improve your relationship with clients.






On a piece of paper, write down two pieces of feedback that you could give to a company. (Keep it general – see examples in chapter).
Now, swap paper with someone else in the session. This is now your feedback. Your task is to outline the strategies that you would develop and implement in order to address this feedback and maintain and improve relationships with clients. 
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	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to allocate time to establish and maintain business contacts.

	Activity
	Complete the following individually or in a group (as applicable to the specific activity and the assessment environment).

What is networking?







Who are your business contacts?







Why is it important to allocate time to establish and maintain your business contacts?







Think about your own workplace; how is time allocated for establishing and maintaining business contacts?







If you realised that you didn’t have time to establish and maintain business contacts at this moment in time, what could you do?









[bookmark: _Toc443991707][bookmark: _Toc444007907]Activity 4B
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to participate in business associations and/or professional development activities to establish and maintain a network of support for the business and to enhance personal knowledge of the market and establish communication channels to exchange information and ideas.

	Activity
	Complete the following individually or in a group (as applicable to the specific activity and the assessment environment).

Research the different business associations that are relevant to you and your workplace. List them here. 






What are professional development activities? Give examples.






We know that both of these methods can give you the opportunity to establish and maintain a network of support for your business and enhance your personal knowledge of the market. What else can you get from them?






You have participated in a business association and/or a professional development activity. You’ve met new people and have created your supporting network. 
What information may you need to communicate with your network?






What communication channels may you choose to use? Explore both internal and external (and formal and informal) examples.
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	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to provide, seek and verify information to the network.

	Activity
	Complete the following individually or in a group (as applicable to the specific activity and the assessment environment).

It’s important to provide your network with information that is relevant to their specific points of interest. How does this benefit you?










Consider your own workplace. Highlight how you provide information to your network through the use of technology. 













If technology is not currently used effectively (or at all) outline how you would change this. What would you use and why?
















[bookmark: _Toc444007909]Skills and Knowledge Activity
	Estimated Time
	1-2 Hours

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the foundation skills, knowledge evidence and performance evidence.

	Activity
	Complete the following individually and attach your completed work to your workbook.

The answers to the following questions will enable you to demonstrate your knowledge of:
The answers to the following questions will enable you to demonstrate your knowledge of:

· Examples of strategies that can build client loyalty
· Issues that are commonly addressed in client care/service standards in the industry
· Typical barriers to communicating with clients and possible strategies to address them
· Examples of strategies for feedback
· Principles and techniques for effective communication and networking
· Networking opportunities relevant to the business 
· Aspects of organisational policies, procedures and processes that are relevant to communicating with clients and participating in networks.

They will also allow you to demonstrate the following skills:

· Reading
· Writing
· Oral communication
· Numeracy
· Navigate the world of work
· Interact with others
· Get the work done.

Answer each question in as much detail as possible, considering your organisational requirements for each one.

1. Outline three barriers that you may face when communicating with clients. Suggest possible strategies that could be used to address these barriers. 

2. What networking opportunities are available to you and your business?

3. Give examples of different strategies that can be used to build client loyalty.

4. Considering your own industry, outline issues that are commonly addressed in client care/service standards. 

5. Read any policies, procedures or processes that are in place within your organisation that are relevant to communicating with clients and participating in networks. Summarise them here. 

6. Group Discussion

Within the group, discuss the principles for effective communication and networking. Everyone should get involved and share their thoughts and opinions. Demonstrate that you can listen actively and use questioning techniques. 

Summarise the discussion here. 
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	Estimated Time
	1 Hour

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the entire unit.

	Activity
	This is a major activity – your instructor will let you know whether you will complete it during class or in your own time.
Attach your completed answers to the workbook.
You must individually, answer the following questions in full to show your competency of each element:
1. Initiate interpersonal communication with clients
2. Establish client relationship management strategies
3. Maintain and improve ongoing relationships with clients
4. Build and maintain networks.

This Major Activity requires an observation in your workplace. Your instructor needs to observe you building client relationships and business networks. 

It will involve:

· Initiating interpersonal communication with clients
· Establishing client relationship management strategies
· Maintaining and improving ongoing relationships with clients
· Building and maintaining networks.

You should consider the range of skills and knowledge that you have developed over the entire unit and demonstrate that you can fulfil your role effectively.

They need to see that you’re able to:

· Identify clients’ preferred communication styles and methods and potential barriers to communications and use appropriate communication styles and strategies 
· Apply communication techniques to establish rapport and promote two-way communication 
· Develop and implement client loyalty strategies and service standards based on business objectives and client information 
· Develop and implement strategies to elicit feedback from clients and use it to improve relationships and customer satisfaction 
· Maintain contacts and participate in formal and informal networks that support the business and enhance personal knowledge of the market.

Ensure that you attach an observation form signed by the appropriate supervisor or assessor to show that you have been observed in your role to your workbook. 

At all times, you should demonstrate an awareness of the policies, procedures and processes that are in place within your own organisation. 

If you don’t have a workplace, your instructor will set up a simulated environment with tasks that will allow you to demonstrate your ability to build client relationships and business networks. 
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