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Candidate Details
[bookmark: _Toc444007950]Assessment – BSBREL402: Build client relationships and business networks
The learners must complete the following activities and hand them into you for marking. This forms part of the learner’s assessment for BSBREL402: Build client relationships and business networks. The initial activities are formative – the Skills and Knowledge and Major Activities are summative but all should show the learner’s knowledge of the unit. The activities should be completed in a suitable environment, whether that is a classroom, training environment or an appropriate workplace location. 
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: _Toc444007951]
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: _Toc444007952]
Activities
[bookmark: _Toc444007953]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.

Assertive communication style

An assertive communication style is considered to be the most effective style and demonstrates a respect for yourself and others. An assertive communicator has the ability to express their thoughts and feelings clearly through open, honest and direct communication. It involves achieving the goals of the communication without hurting others and can include the use of good eye contact, an open posture and a medium voice (pitch, speed and volume). 

Aggressive communication style

An aggressive communication style is associated with winning and this is usually at someone else’s expense. An aggressive communicator will act as though they have more rights and that their needs are the most important. It is often ineffective as the message can get lost. It can involve a person being demanding, intimidating and threatening and can include the use of a loud voice, fast gestures and an invasion of others’ personal space.

Passive-aggressive communication style

A passive-aggressive communication style is associated with a person appearing passive on the surface whilst indirectly acting out their anger. Passive-aggressive communicators usually feel resentful or powerless – think of the saying ‘cutting your nose off to spite your face’. It can involve a person being devious, patronising and sarcastic and can include the use of a sweet and innocent voice and sarcastic, exaggerated posture (e.g. hand on hip).

Submissive communication style

A submissive communication style is associated with a person wanting to please others and avoid conflict at all costs. They often think that other people have more rights and that other peoples’ needs are the most important needs. A submissive communicator can be apologetic, find it difficult to make decisions and refuse to accept compliments. It can involve a lack of eye contact, the use of a low, soft voice and a posture that makes them as small as possible (e.g. putting head down).

Manipulative communication style

A manipulative communication style is associated with being scheming. A manipulative communicator is influential and often controls other people to their own advantage. Usually, their words hide an underlying message. It can involve being patronising and indirectly asking for needs to be met. They may attempt to make people feel sorry them or obliged to do what they are saying.

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

Answers may include methods from both:

· Spoken communication, for example:
· Face-to-face conversations
· Telephone calls
· Video conferences
· Written communication, for example:
· Letters
· Memos
· Emails
· Text messages.

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. 

This activity gives the learners opportunity to demonstrate that they can identify their own preferred communication styles and methods, as well as their ‘client’s’. They’ll also be able to show that they’d know how to alter or adapt their specific way of communicating to match the preferences of their ‘client’.
 
It’s important that clients are aware that, when communicating with clients, they shouldn’t just assume that they can communicate in the way that they normally would. By ensuring that they communicate in a way that their client prefers, they can ensure that the message is understood and that the communication has been effective.

Answers will vary between learners, depending on their particular preferences and the preferences of their ‘client’ (their partner). Learners should demonstrate that they’re able to identify their client’s preferences, identify their own preferences and adapt these to suit their client. 

For example, they may prefer to communicate with clients over email as it’s quicker and they don’t particularly like talking on the phone. After talking to their ‘client’ they may have identified that they struggle with email and never really understands the message that is being sent. Communicating in their usual way (over email) would be ineffective for this particular client. A quick phone call would probably be a better option. 
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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.

Rapport refers to a close and harmonious relationship with someone – in this case, clients. It involves getting on well with them, having things in common, having a mutual understanding between each other and creating a bond.

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

Answers could include:

· Talking about shared experiences or interests
· Not talking about yourself too much
· Asking questions about your client and showing an interest 
· Using feedback to clarify (e.g. avoiding any misunderstandings)
· Being honest (e.g. admitting if you don’t know the answer to their question)
· Avoiding jargon (e.g. use words that they’ll understand)
· Using appropriate language (e.g. take things like their age, gender, race and political views into consideration)
· Being polite (e.g. using manners, addressing them using their name and making time for small talk)
· Respecting their time (e.g. being precise and not making too much small talk)
· Showing empathy (e.g. that you can see things from their point of view). 

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

Answers could include:

· Matching non-verbal signals with client (e.g. body positioning and tone of voice)
· Using open body language (e.g. leaning towards them with arms and legs uncrossed)
· Maintaining eye contact (e.g. not too much or not too little)
· Show that you are listening (e.g. nod or make encouraging gestures)
· Smile
· Using appropriate levels of touch (e.g. handshake)
· Using voice appropriately (e.g. lowering tone and talking slowly).
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	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. 

Answers will vary between learners but they should show that they’re aware of different opportunities that would allow them to offer positive feedback to their clients. They should also demonstrate that they would know how to act on these opportunities, should they arise.

For example, answers may refer to:

· Routine telephone calls (e.g. could make a follow-up call after a client purchases a product to see if it has met their expectations and explore other products that they may benefit from)
· Newsletters (e.g. usually clients that are signed up to a newsletter are interested in the organisation or products/services, making it a good place to offer positive feedback)
· Forums (e.g. if there is a forum that clients can use, this could be monitored and opportunities to offer relevant advice or information could be identified)
· Emails (e.g. rather than calling a client, an email could be sent with all-new information that may be relevant to them – it’s less pushy than a phone call and they can easily ignore it if they’re not interested)
· Events (e.g. could take the opportunity to share information with potential clients that show an interest in products or services at an event like an open day).
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	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.

Steps involved include:

1. Developing your message  
2. Encoding your message in suitable way
3. Transmitting your message through your chosen method
4. Allowing another person to receive your message
5. The receiver will decode the message so that it can be understood
6. The receiver will use the message
7. The reader will respond to the message.

Outline your understanding of open questions. 

Open questions:

· Allow for more creativity and information
· Invite long, detailed responses
· Allow for elaboration or explanation
· Can be used to seek feelings, knowledge or opinions
· Usually begin with why, what, how, describe or tell me
· Allows for conversation to be steered in a particular direction
· Can give control to the client
· Give clients chance to think and reflect
· Can encourage clients to share in more detail.

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. 

Answers will vary depending on the learner’s role. They should suggest open questions that are appropriate for their particular role and that would promote two-way communication.

For example:

· Tell me about the day to day operations of your business…
· Tell me about your current issues with our product…
· What is it like doing your job?
· What do you think about our new releases?

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. 

Learners should demonstrate that they can communicate effectively, through a role-play conversation with a partner. They should show that they know what open-ended questions are and how they can be used to promote two-way communication.

Remember that open-ended questions usually begin with ‘why’ or ‘how’ or ‘tell me about’. They encourage full and meaningful answers. 
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	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.

Answers will vary between learners. They should outline examples of potential barriers to effective communication that are related to their particular role. They should also suggest appropriate ways that they can act upon their examples, should they occur.

Potential barriers to effective communication may include:

· Individual differences not being addressed 
· Making false assumptions and acting on stereotypes
· Inappropriate word choice
· Ineffective non-verbal communication
· Failing to listen properly
· Lack of contact information available to clients 
· Organisational factors
· Limited times available for clients to get in touch
· Lack of voice modulation and articulation
· Physical distractions.

Example answers

Potential barrier: inappropriate word choice

How to act on it: use words that can be easily understood, avoid words that could have more than one meaning and avoid unnecessary jargon or technical terms.

Potential barrier: physical distraction (e.g. noisy environment)

How to act on it: eliminate physical distractions to best of ability (e.g. make sure office is quiet or put a ‘do not disturb’ sign on the door).
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	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. 

Learners should use this opportunity to demonstrate that they’re able to initiate communicate processes which relate to their ‘client’s’ specific needs, preferences and expectations. 

Needs are the wants and requirements of your clients. 

Preferences refer to the particular ways in which a client likes to do something.

Expectations are the specific things that your clients expect from either you, your organisation, your products/services and your communication efforts.

For example, if a client needs detailed information about a product but is extremely busy, an informative email may be more appropriate than a telephone call. If you know a client prefers to communicate over the phone rather than over email, then don’t bother sending an email. If you know a client expects a follow-up call after making a purchase, ensure that this is the case. Call them within a week of them making a purchase; behave in the way that they expect you to.
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	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.

Conduct a group discussion for an appropriate amount of time. Learners should demonstrate their ability to contribute to a discussion, sharing their thoughts whilst listening to other people’s thoughts too.

Although there’s no right or wrong answer (it’s opinions at the end of the day), learners should be able to justify their thoughts, backing them up where possible.

Define a loyal client. 

Answers may refer to a client that:

· Keeps coming back
· Is reliable
· Supports your business
· Works with you to achieve common goals.

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

Answers will vary between learners depending on their organisation. They should demonstrate their ability to develop client loyalty objectives. Their objectives should be relevant to their own organisation. They should also be focused on the development of long term business partnerships.

Remember that objectives are aims, goals and intentions. How are they going to increase and maintain client loyalty? How are they going to ensure that clients support their business? How are they going to ensure that they keep returning? How are they going to maintain a relationship with clients?

Client loyalty objectives may refer to:

· Learning about and understanding your clients
· Giving clients the attention that they deserve
· Giving this attention in an appropriate way
· Sharing information and knowledge with them
· Showing an interest in them and listening to what they have to say
· Being honest and open with clients at all times 
· Maintaining regular contact with clients.
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	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?

Learners should use this opportunity to demonstrate that they can assess the information within a client profile and use it to determine their approach to communication. 

Remember that a client’s profile will contain information about their characteristics (e.g. age, gender, interests, buying patterns, company details and communication preferences). 

Learners need to show that they can use these characteristics to identify the best way to communicate with them and strengthen the relationship with them. 

For example, a client’s profile may identify that they work for a large, busy company and that they rarely have time to chat on the phone. In this instance, you know that an email may be the best way to communicate with them. 
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	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. 

Answers will vary between learners, depending on their workplace. They should suggest two different client loyalty strategies that would be appropriate within their particular workplace. These loyalty strategies should be useful in attracting and retaining clients. Learners should show that they’re aware of what client loyalty strategies are, what they can involve and how they can help attract and retain clients. Learners should ensure that their chosen examples reflect their business strategy too.

Client loyalty strategies may include:

· Providing the best possible products/services
· Providing private or dedicated facilities 
· Offering credit or discount facilities
· Implementing client reward schemes
· Developing frequent purchaser programs
· Creating client clubs
· Sending thank you notes/letters/phone calls
· Sending thank you gifts/promotions
· Offering discounts
· Giving out promotional items
· Maintaining regular contact with your best clients
· Ensuring access to good, dedicated staff.

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

Answers could refer to:

· What competitors are doing – need to be different and unique
· What clients want – what they see as a reward – need to tailor strategies to clients
· Their focus – what are you aiming to achieve? – can ensure they’re implemented in the right way
· Business strategy/plan – strategies need to be in accordance with them
· Whether everyone is on board – staff need to be motivated in order for them to be successful
· Resources – what resources are needed? Do you have them? E.g. time, staff and money.



[bookmark: _Toc444007962]Activity 2D
	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?

Standards should also be:

· High
· Measurable
· Realistic
· Individual
· Achievable
· Focused on client service
· Written down
· Unique
· Appropriate
· Communication with clients.

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.

Learners should demonstrate their ability to identify and apply client care and client services standards. They should create five different standards that are relevant to their own organisation. Learners should be creative and think outside the box. 

Remember that standards should be realistic, achievable, appropriate and measurable. 

Example standards for ‘meeting client expectations’:

· Staff members should do exactly what they tell the client they’re going to 
· Staff members should always be reliable
· Enquiries should be dealt with immediately (or referred to appropriate department)
· Contact details should always be provided to clients
· Always apologise for any mistakes made
· All product/service information (e.g. price and description) should be correct
· A complaints procedure should be in place and they should be dealt with quickly
· Clearly label any products that ‘are out stock’ to avoid disappointment
· Clients should not be kept on hold for longer than necessary.
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	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?

Feedback is information about a client’s reaction to something. It includes their opinions and views and, in this case, it refers to what a client thinks about your products, services and your organisation as a whole.

Why should you obtain ongoing feedback?

Answers may include:
 
· It allows you to see things from your clients’ points of view
· It shows you things that you couldn’t possibly see from your position
· It allows you to gain an understanding of the position of your client 
· It gives you the opportunity to establish whether you’re meeting their needs
· It’s a good indicator of your weaknesses
· It can help you to figure out how you could do things better
· It gives you chance to learn and develop.

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

Answers may include:

· Learn from your mistakes
· Achieve organisational goals
· Make the necessary improvements
· Exceed limitations
· Set higher standards 
· Ensure clients are satisfied
· Improve relationships with clients.

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

Answers may include:

· Sending email requests 
· Looking into previous complaints
· Using focus groups
· Calling clients 
· Sending letters 
· Sending out surveys and questionnaires
· Observations 
· Providing ‘comments’ sections 
· Looking at what is being said on client forums
· Having a ‘suggestions’ system
· Gathering information from staff members
· Case studies.

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.

Learners should use this opportunity to demonstrate they can develop a survey that could be used to obtain feedback from clients in order to monitor satisfaction levels. The survey that they design should be suited to their organisation; therefore all surveys may be slightly different. Learners should use appropriate questions and surveys in their surveys. See example satisfaction survey below.

1. Overall, how satisfied are you with our company?

	Very dissatisfied
	Somewhat dissatisfied
	Neither satisfied or dissatisfied
	Somewhat dissatisfied
	Very satisfied

	1
	2
	3
	4
	5



2. How satisfied are you with your purchase?

	Very dissatisfied
	Somewhat dissatisfied
	Neither satisfied or dissatisfied
	Somewhat dissatisfied
	Very satisfied

	1
	2
	3
	4
	5



3. How satisfied are you with the service you received?

	Very dissatisfied
	Somewhat dissatisfied
	Neither satisfied or dissatisfied
	Somewhat dissatisfied
	Very satisfied

	1
	2
	3
	4
	5



4. How likely are you to buy from us again?

	Not at all likely
	Not so likely
	Somewhat likely
	Very likely
	Extremely likely

	1
	2
	3
	4
	5



5. How likely are you to recommend our company to others?

	Not at all likely
	Not so likely
	Somewhat likely
	Very likely
	Extremely likely

	1
	2
	3
	4
	5
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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?

In order to gain insight, you will need to communicate with the clients personally. 

For example:

· Casual conversations
· Routine phone calls
· Focus groups.

The key to this is open questions. Why?

Because open questions:

· Allow for elaboration and explanation
· Generate meaningful information
· Provide you with an opportunity to gain more details 
· Provide you with true insight into clients’ thoughts
· Allow you to remain focused on your goal
· Allow you to steer interaction in a direction that will ensure you get what you need. 

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.

Learners should use this opportunity to show that they’re able to develop questions that could be used within a telephone interview with a client to elicit feedback. This feedback would need to provide them with information that can be used to improve their relationships with clients. 

Generally, the questions used should be open questions (why, what, how, describe or tell me).

Example open questions:

· In what ways do you think our service could be improved?
· What would you like to see more of from our company?
· Is there anything that you feel is missing from our service?

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. 

Learners should use this opportunity to demonstrate that they can use feedback to develop and implement strategies which maintain and improve relationships with clients. Their strategies should be suitable, be appropriate and address their two pieces of feedback.

Examples:

‘The lady that answers the phone is pretty rude – she always sounds like she’s in a rush to get me off the phone.’

Your strategies may involve re-training the staff members that answer client calls. This will ensure that their customer service skills are as good as they possibly can be and reduce the chance of clients thinking they are ‘rude’. They could also involve allocating more staff members to actually answer the phones. This would hopefully take the pressure off them and reduce the chance of clients thinking that they are rushing to get them off the phone. 

‘Unfortunately, I feel as though your company is only bothered about me making a purchase. There is absolutely no support on offer afterwards.’


If clients don’t feel like there’s any support for them after making their purchase, your strategies may involve implementing a support system for clients. This could involve initiating a 24-hour helping, creating a forum that is constantly monitored or developing a virtual ‘help assistant’. This would ensure that clients have the support that they feel is missing once they’ve made a purchase, should they need it.
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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?

Networking is an effective and low-cost way to create business relationships and developing sales opportunities. It’s based on referrals and introductions and involves the people that you already know, the people that those people know and the people that those people know (and so on and so on).

Who are your business contacts?

Your business contacts are the people within your network; the people that you can potentially do business with.

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

Answers may include:

· Because, if not, potential clients can slip through your fingers
· It’s essential in the continuous development of relationships
· Can help you gather research that identifies the particular ways that you can help a client.

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

Answers will vary between learners depending on their workplace. They should show that they’re aware of how time is allocated for establishing and maintaining business contacts. Answers could refer to time management, effective planning, being organised, managing workloads effectively and prioritising tasks.

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

Answers could suggest creating curiosity ready for when they do have time. An expert company could be brought in and they could generate potential business relationships for them. They can then sit on these relationships and create curiosity among them. Once they do have time, their doors are already open. 
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	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. 

There are many business associations available. Learners should research and list the ones that are relevant to them and their workplace. 

They may include:

· Chambers of commerce
· Industry associations
· Institutes and societies
· Professional bodies
· National organisations
· International associations.

What are professional development activities? Give examples.

Professional development activities are tasks or events that can provide you with learning opportunities.

They can refer to company events, for example:

· Demonstrations
· Fairs 
· Pre-launch activities
· Trade shows
· Exhibitions
· Industry training or information seminars 
· Technical information briefings.

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?

Answers may refer to:

· Meeting businesses with similar focus or interests to own
· Sharing own perspectives whilst listening to other peoples’
· Meeting new people and making new contacts
· Building and strengthening contact base
· Learning more about the industry
· Filling in any gaps in knowledge.

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?

Answers may include:

· Changing client requirements
· Information on competitors’ activities
· Changes in the environment
· Offerings of personal, professional or business support.

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

Internal communication channels keep information and ideas within your network, for example:

· Memos
· Newsletters
· Meetings
· Emails.

External communication channels, on the other hand, extend information and ideas outside of your network, for example:

· Books
· Press releases
· Commercials
· Public relations statements.

Formal communication channels are organised, managed; informal communication channels are not planned and are more relaxed and casual. 





[bookmark: _Toc444007967]Activity 4C
	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?

Answers may include:

· Able to form a reputation
· Able to build rapport
· Able to eventually establish loyalty.

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

Answers will vary between learners depending on the technology that is currently used within their workplace to provide information to their network. 

They may refer to:

· Websites
· Blogs
· Social media
· Emails.

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

Learners should use this opportunity to express how they would do things differently, if they had the chance. Again, answers will vary depending on what their workplace already does.

For example, there may be a website in place but it is hardly ever updated. The first step in providing more information (through the use of technology) to their network could involve maintaining the existing website. Ensure the information is appropriate and relevant and updated regularly. The information available to your network needs to show that you’re considering their interests at all times. 





[bookmark: _Toc444007968]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:

· 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.

All answers will vary depending on the learner and the organisation they work for but the learner should be able to answer each question competently.

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

Possible barriers may include:

· Individual differences not being addressed 
· Making false assumptions and acting on stereotypes
· Inappropriate word choice
· Ineffective non-verbal communication
· Failing to listen properly
· Lack of contact information available to clients 
· Organisational factors
· Limited times available for clients to get in touch
· Lack of voice modulation and articulation
· Physical distractions.

Learners should demonstrate that they’re able to suggest possible strategies that can be used to address their chosen barriers. 

Example answers

Potential barrier: inappropriate word choice

How to act on it: use words that can be easily understood, avoid words that could have more than one meaning and avoid unnecessary jargon or technical terms.

Potential barrier: physical distraction (e.g. noisy environment)

How to act on it: eliminate physical distractions to best of ability (e.g. make sure office is quiet or put a ‘do not disturb’ sign on the door).

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

Answers will vary depending on the learner and the business that they work for.

Networking opportunities could refer to:

· Business associations
· Demonstrations
· Fairs
· Pre-launch activities
· Trade shows
· Exhibitions
· Industry training or information seminars
· Technical information briefings.

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

Answers may refer to strategies like:

· Providing the best possible products/services
· Providing private or dedicated facilities 
· Offering credit or discount facilities
· Implementing client reward schemes
· Developing frequent purchaser programs
· Creating client clubs
· Sending thank you notes/letters/phone calls
· Sending thank you gifts/promotions
· Offering discounts
· Giving out promotional items
· Maintaining regular contact with your best clients
· Ensuring access to good, dedicated staff.
 
4. Considering your own industry, outline issues that are commonly addressed in client care/service standards. 

Answers will vary between learners depending on their workplace and industry. They should demonstrate that they’re aware of the issues that are commonly addressed in client care/service standards. 

Standards can often refer to:

· Meeting expectations
· Understanding clients
· Demonstrating respect. 

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. 

Learners should demonstrate their ability to interpret information from a range of sources to determine communication and networking requirements. They should show that they’re fully aware of the relevant policies, procedures and processes and thoroughly understand them. They should also show that they can outline the important aspects within them.

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. 

Learners should use this opportunity to demonstrate their oral communication skills. They should show that they can be part of a discussion and share their thoughts whilst listening to other people. They should demonstrate that they’ve the necessary skills in order to listen effectively and use questioning techniques appropriately.

Principles for effective communication could include things like:

· Understanding own preferred style and methods
· Understanding the preferred style and methods of person you’re communicating with
· Choosing appropriate style
· Choosing appropriate methods
· Acknowledging cultural differences
· Using appropriate non-verbal communication (that matches verbal communication)
· Using feedback (to clarify)
· Being honest and open at all times
· Avoiding jargon (keeping it simple but not too simple)
· Using open questions
· Listening actively
· Acknowledging and addressing possible barriers to communication.

Principles for effective network may include things like:

· Allocating time
· It’s about breadth not depth
· Understanding how to use networks to your advantage
· Sharing your perspective whilst listening to other people’s
· Establishing and maintaining business contacts
· Participating in relevant events
· Establishing appropriate communication channels
· Providing information to network.






[bookmark: _Toc444007969]Major Activity								
	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 – you should let the learners know whether they will complete it during class or in their own time.
Completed answers should be attached to the workbook.
They must individually, answer the following questions in full to show their 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. 

Arrange times with the learners to observe them fulfilling their own role in their workplace. They need to show that they can successfully build client relationships and business networks. They should demonstrate that they have learnt the necessary skills and knowledge related to the unit and that they can apply this within their work role. They should constantly demonstrate awareness of any legal and organisational requirements throughout the observation.

Throughout their observation, learners should demonstrate that they can:

· Initiate interpersonal communication with clients
· Establish client relationship management strategies
· Maintain and improve ongoing relationships with clients
· Build and maintain networks
· 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.

Learners should provide you with the necessary documents to indicate that they have completed the necessary tasks.

If it is not possible for a workplace observation, you should set up a simulated environment for the learners to demonstrate their ability to build client relationships and business networks. Set up relevant activities, in which learners can demonstrate that they can build client relationships and business networks. 
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