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	Building enterprise support relationships with clients 

	Level:
	5

	Credit value:
	8

	Unit guided learning hours
	24

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	
1 Be able to communicate effectively with clients

	
1.1


1.2

	
Explain how enterprise concerns can be discussed effectively and confidentially with clients   
Describe how to provide information, advice and guidance with clients, to ensure their needs are met  
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2 Understand the use of effective  consulting techniques 


	
2.1


2.2



	
Describe appropriate modes of consultation for each stage of the client relationship  
Describe how to direct clients to more advantageous services sensitively and confidentially  


	
3 Understand clients’ roles, responsibilities, processes and procedures  


	
3.1



3.2

	
Explain the client’s roles and responsibilities in the support process within the limits of contractual obligations
Describe an organisation’s processes and procedures when delivering enterprise support 


	
4 Understand clients needs for developing confidence, knowledge and skills  


	
4.1


4.2

	
Explain how to work with clients to develop the clients’ skills and knowledge 
Describe how to work with clients to improve their confidence in managing an enterprise  


	Additional information about the unit
	

	Unit purpose and aim(s)
	To provide enterprise professionals and advisors with skills to build effective client support relationships. 

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to SFEDI 2009 NOS: Common Core Business Support and Social Enterprise Support Standards 1 and 4


	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Council for Administration (CfA)

	Equivalencies agreed for the unit (if required)
	E5.07 - Building business support relationships

	Location of the unit within the subject/sector classification system
	15.3- Business Management

	Additional Guidance about the Unit

	Indicative Content:

	1
	
· Effective interpersonal and communication skills, including, when and where appropriate:
· listening fully and attentively;
· questioning;
· checking accuracy;
· summarising;
· reflecting back;
· challenging;
· respecting and acknowledging issues;
· negotiation;
· giving, receiving and passing on constructive feedback;
· dealing with difficulties
· Benefits and drawbacks of different kinds of communication in different circumstances (for example, face-to-face contact, phone, fax and e-mail)
· Dynamics of business support relationships
· How to detect if a client is anxious about their business and raise the matter sensitively
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	2
	
· Responding to clients’ values and business needs
· Approaches that align with clients’ goals and circumstances
· How to agree with the client:
· When you will provide feedback
· what actions you will carry out
· when you will make yourself available
· Methods to encourage clients to clearly explain what they want to achieve so that you can identify and arrange support services that may help them
· Methods to propose and promote cost effective services to meet clients needs
· The principles and practice of different modes of consulting (for example, acceptant, catalytic, confrontational and prescriptive)
· How to encourage clients to communicate views and concerns with you and their team
· Clarifying the roles and needs of different teams and team members 
· Resourcing techniques, including financing, support for business development and assessing returns on investment.
· The boundaries of the relationship between you and the client
· Appreciation of different clients work practices
· The limits of your own abilities and understanding of business practice
· Ways to recognise when a client needs more specialist input:
· personal support (for example, through conversation with you, reference to a counsellor or agreeing it’s nothing to do with you); and
· business advice (for example, an accountant, financial advisor, marketing specialist, IT consultant, e-business adviser and so on)
· The features and benefits of the business support services you provide, and those of any other services that you direct clients to
· Recognising when specialist advice is required
· How to co-ordinate support services that match different client needs
· Funding streams available where relevant to clients’ needs

	3
	
· Ways to engage with clients that encourages them to contact you for support in the future
· Ways to review with clients how they feel the relationship with you and your organisation is going
· Processes for keeping up-to-date and accurate records of client contact at all stages of the relationship
· How to maintain client confidentiality
· The conditions for accepting clients onto different business support services
· The benefits and drawbacks of working in different physical locations (for example, your organisation’s premises or your client’s premises)
· The limitations of your role and responsibilities
· Any relevant contractual obligations
· The guidelines for providing support services set by your organisation or professional body about:
· maintaining confidentiality in different working environments;
· ethics, values and professional standards;
· equal opportunities, diversity and social inclusion;
· funding and other support available to the client;
· using information management systems;
· using invoicing systems, pricing and credit-control policies; and
· procedures for quality assurance and handling complaints

	4
	
· Ways to work with clients to help them to review and develop skills that will improve their ability to compete with other businesses (for example, mentoring, coaching and e-learning)
· Identifying clients required knowledge and skills 
· The theories and application of learning styles (for example, Kolb experiential model; auditory, visual, tactile/kinaesthetic; collaborative/activist, individual/reflective, theory-based/theorist or practice-led/pragmatist)
· What obstacles or barriers there may be to changing working or business practices (for example, personal emotional baggage or objections from other business partners)
· The available support services and resources and how they can be accessed, combined and co-ordinated
· Ways to develop clients’ self-confidence
· Ways to respond to the client’s values, ways of thinking and business needs
· Ways to assist client’s decision making to promote their autonomy
· Effective delegation
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