
  
Establish and maintain a business 

relationship 

D1.HCS.CL6.02 

D1.HSM.CL5.05 

D2.TCS.CL5.15 

Trainer Guide 



 

 

 



 

 

 

 

Establish and maintain a 

business relationship 

D1.HCS.CL6.02 

D1.HSM.CL5.05 

D2.TCS.CL5.15 

Trainer Guide 

  



 

 

 

 

Project Base 

William Angliss Institute of TAFE 
555 La Trobe Street 
Melbourne 3000 Victoria 
Telephone: (03) 9606 2111 
Facsimile: (03) 9670 1330 

Acknowledgements 

Project Director: Wayne Crosbie 
Chief Writer: Alan Hickman 
Subject Writer: Alan Hickman 
Project Manager: Alan Maguire 
Editor: Jim Irwin 
DTP/Production: Daniel Chee, Mai Vu, Jirayu Thangcharoensamut 

 

The Association of Southeast Asian Nations (ASEAN) was established on 8 August 1967. The Member 
States of the Association are Brunei Darussalam, Cambodia, Indonesia, Lao PDR, Malaysia, 
Myanmar, Philippines, Singapore, Thailand and Viet Nam.  

The ASEAN Secretariat is based in Jakarta, Indonesia.  

General Information on ASEAN appears online at the ASEAN Website: www.asean.org. 

All text is produced by William Angliss Institute of TAFE for the ASEAN Project on “Toolbox 
Development for Priority Tourism Labour Division”. 

This publication is supported by Australian Aid through the ASEAN-Australia Development 
Cooperation Program Phase II (AADCP II). 

Copyright: Association of Southeast Asian Nations (ASEAN) 2012. 

All rights reserved. 

Disclaimer 

Every effort has been made to ensure that this publication is free from errors or omissions. However, 
you should conduct your own enquiries and seek professional advice before relying on any fact, 
statement or matter contained in this book. ASEAN Secretariat and William Angliss Institute of TAFE 
are not responsible for any injury, loss or damage as a result of material included or omitted from this 
course. Information in this module is current at the time of publication. Time of publication is indicated 
in the date stamp at the bottom of each page.  

Some images appearing in this resource have been purchased from various stock photography 
suppliers and other third party copyright owners and as such are non-transferable and non-exclusive.  

Additional images have been sourced from Flickr and are used under: 

http://creativecommons.org/licenses/by/2.0/deed.en 

http://www.sxc.hu/ 

File name: TG_Establish_&_maintain_a_bus_relationship_290812 

 

 

http://www.asean.org/
http://creativecommons.org/licenses/by/2.0/deed.en


© ASEAN 2012 
Trainer Guide 

Establish and maintain a business relationship 

 

 

 

Table of contents 

Competency Based Training (CBT) and assessment an introduction for trainers .............. 1 

Competency standard ..................................................................................................... 11 

Notes and PowerPoint slides .......................................................................................... 17 

Recommended training equipment ............................................................................... 183 

Instructions for Trainers for using PowerPoint – Presenter View ................................... 185 

Appendix – ASEAN acronyms ...................................................................................... 187 

 

 

  



© ASEAN 2012 
Trainer Guide 
Establish and maintain a business relationship 

 

 

 



 
Competency Based Training (CBT) and assessment an introduction for trainers 

 

© ASEAN 2012 
Trainer Guide 

Establish and maintain a business relationship 
1 

 

Competency Based Training (CBT) and 

assessment an introduction for trainers 

Competency 

Competency refers to the ability to perform particular tasks and duties to the standard of 
performance expected in the workplace.  

Competency requires the application of specified knowledge, skills and attitudes relevant 
to effective participation, consistently over time and in the workplace environment. 

The essential skills and knowledge are either identified separately or combined. 

Knowledge identifies what a person needs to know to perform the work in an informed 
and effective manner.  

Skills describe the application of knowledge to situations where understanding is 
converted into a workplace outcome. 

Attitude describes the founding reasons behind the need for certain knowledge or why 
skills are performed in a specified manner. 

Competency covers all aspects of workplace performance and involves: 

 Performing individual tasks 

 Managing a range of different tasks 

 Responding to contingencies or breakdowns 

 Dealing with the responsibilities of the workplace 

 Working with others. 

Unit of Competency 

Like with any training qualification or program, a range of subject topics are identified that 
focus on the ability in a certain work area, responsibility or function. 

Each manual focuses on a specific unit of competency that applies in the hospitality 
workplace. 

In this manual a unit of competency is identified as a „unit‟. 

Each unit of competency identifies a discrete workplace requirement and includes: 

 Knowledge and skills that underpin competency 

 Language, literacy and numeracy 

 Occupational health and safety requirements. 

Each unit of competency must be adhered to in training and assessment to ensure 
consistency of outcomes.   
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Element of Competency 

An element of competency describes the essential outcomes within a unit of competency. 

The elements of competency are the basic building blocks of the unit of competency. 
They describe in terms of outcomes the significant functions and tasks that make up the 
competency. 

In this manual elements of competency are identified as an „element‟. 

Performance criteria 

Performance criteria indicate the standard of performance that is required to demonstrate 
achievement within an element of competency.  The standards reflect identified industry 
skill needs.  

Performance criteria will be made up of certain specified skills, knowledge and attitudes. 

Learning 

For the purpose of this manual learning incorporates two key activities: 

 Training 

 Assessment. 

Both of these activities will be discussed in detail in this introduction. 

Today training and assessment can be delivered in a variety of ways. It may be provided 
to participants: 

 On-the-job – in the workplace  

 Off-the-job – at an educational institution or dedicated training environment 

 As a combination of these two options. 

No longer is it necessary for learners to be absent from the workplace for long periods of 
time in order to obtain recognised and accredited qualifications. 

Learning Approaches 

This manual will identify two avenues to facilitate learning: 

Competency Based Training (CBT) 

This is the strategy of developing a participant‟s competency. 

Educational institutions utilise a range of training strategies to ensure that participants are 
able to gain the knowledge and skills required for successful: 

 Completion of the training program or qualification 

 Implementation in the workplace. 

The strategies selected should be chosen based on suitability and the learning styles of 
participants.  
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Competency Based Assessment (CBA)  

This is the strategy of assessing competency of a participant. 

Educational institutions utilise a range of assessment strategies to ensure that 
participants are assessed in a manner that demonstrates validity, fairness, reliability, 
flexibility and fairness of assessment processes. 

Flexibility in Learning 

It is important to note that flexibility in training and assessment strategies is required to 
meet the needs of participants who may have learning difficulties. The strategies used will 
vary, taking into account the needs of individual participants with learning difficulties. 
However they will be applied in a manner which does not discriminate against the 
participant or the participant body as a whole. 

Catering for Participant Diversity 

Participants have diverse backgrounds, needs and interests. When planning training and 
assessment activities to cater for individual differences, trainers and assessors should: 

 Consider individuals‟ experiences, learning styles and interests 

 Develop questions and activities that are aimed at different levels of ability 

 Modify the expectations for some participants 

 Provide opportunities for a variety of forms of participation, such as individual, pair and 
small group activities 

 Assess participants based on individual progress and outcomes. 

The diversity among participants also provides a good reason for building up a learning 
community in which participants support each other‟s learning. 

Participant Centred Learning 

This involves taking into account structuring training and assessment that: 

 Builds on strengths – Training environments need to demonstrate the many positive 
features of local participants (such as the attribution of academic success to effort, 
and the social nature of achievement motivation) and of their trainers (such as a 
strong emphasis on subject disciplines and moral responsibility). These strengths and 
uniqueness of local participants and trainers should be acknowledged and treasured 

 Acknowledges prior knowledge and experience – The learning activities should be 
planned with participants‟ prior knowledge and experience in mind 

 Understands learning objectives – Each learning activity should have clear learning 
objectives and participants should be informed of them at the outset. Trainers should 
also be clear about the purpose of assignments and explain their significance to 
participants 

 Teaches for understanding – The pedagogies chosen should aim at enabling 
participants to act and think flexibly with what they know 

 Teaches for independent learning – Generic skills and reflection should be nurtured 
through learning activities in appropriate contexts of the curriculum. Participants 
should be encouraged to take responsibility for their own learning 
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 Enhances motivation – Learning is most effective when participants are motivated. 
Various strategies should be used to arouse the interest of participants 

 Makes effective use of resources – A variety of teaching resources can be employed 
as tools for learning 

 Maximises engagement – In conducting learning activities, it is important for the minds 
of participants to be actively engaged 

 Aligns assessment with learning and teaching – Feedback and assessment should be 
an integral part of learning and teaching 

 Caters for learner diversity – Trainers should be aware that participants have different 
characteristics and strengths and try to nurture these rather than impose a standard 
set of expectations. 

Active Learning 

The goal of nurturing independent learning in participants does not imply that they always 
have to work in isolation or solely in a classroom. On the contrary, the construction of 
knowledge in tourism and hospitality studies can often best be carried out in collaboration 
with others in the field.  Sharing experiences, insights and views on issues of common 
concern, and working together to collect information through conducting investigative 
studies in the field (active learning) can contribute a lot to their eventual success. 

Active learning has an important part to play in fostering a sense of community in the 
class. First, to operate successfully, a learning community requires an ethos of 
acceptance and a sense of trust among participants, and between them and their trainers. 
Trainers can help to foster acceptance and trust through encouragement and personal 
example, and by allowing participants to take risks as they explore and articulate their 
views, however immature these may appear to be. Participants also come to realise that 
their classmates (and their trainers) are partners in learning and solving.  

Trainers can also encourage cooperative learning by designing appropriate group 
learning tasks, which include, for example, collecting background information, conducting 
small-scale surveys, or producing media presentations on certain issues and themes. 
Participants need to be reminded that, while they should work towards successful 
completion of the field tasks, developing positive peer relationships in the process is an 
important objective of all group work. 

Competency Based Training (CBT) 

Principle of Competency Based Training 

Competency based training is aimed at developing the knowledge, skills and attitudes of 
participants, through a variety of training tools. 

Training Strategies 

The aims of this curriculum are to enable participants to: 

 Undertake a variety of subject courses that are relevant to industry in the current 
environment 

 Learn current industry skills, information and trends relevant to industry 

 Learn through a range of practical and theoretical approaches 

 Be able to identify, explore and solve issues in a productive manner  
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 Be able to become confident, equipped and flexible managers of the future 

 Be „job ready‟ and a valuable employee in the industry upon graduation of any 
qualification level. 

To ensure participants are able to gain the knowledge and skills required to meet 
competency in each unit of competency in the qualification, a range of training delivery 
modes are used. 

Types of Training 

In choosing learning and teaching strategies, trainers should take into account the 
practical, complex and multi-disciplinary nature of the subject area, as well as their 
participant‟s prior knowledge, learning styles and abilities. 

Training outcomes can be attained by utilising one or more delivery methods: 

Lecture/Tutorial 

This is a common method of training involving transfer of information from the trainer to 
the participants. It is an effective approach to introduce new concepts or information to the 
learners and also to build upon the existing knowledge. The listener is expected to reflect 
on the subject and seek clarifications on the doubts. 

Demonstration 

Demonstration is a very effective training method that involves a trainer showing a 
participant how to perform a task or activity. Through a visual demonstration, trainers may 
also explain reasoning behind certain actions or provide supplementary information to 
help facilitate understanding. 

Group Discussions 

Brainstorming in which all the members in a group express their ideas, views and 
opinions on a given topic. It is a free flow and exchange of knowledge among the 
participants and the trainer. The discussion is carried out by the group on the basis of 
their own experience, perceptions and values. This will facilitate acquiring new 
knowledge. When everybody is expected to participate in the group discussion, even the 
introverted persons will also get stimulated and try to articulate their feelings. 

The ideas that emerge in the discussions should be noted down and presentations are to 
be made by the groups. Sometimes consensus needs to be arrived at on a given topic. 
Group discussions are to be held under the moderation of a leader guided by the trainer. 
Group discussion technique triggers thinking process, encourages interactions and 
enhances communication skills. 

Role Play 

This is a common and very effective method of bringing into the classroom real life 
situations, which may not otherwise be possible. Participants are made to enact a 
particular role so as to give a real feel of the roles they may be called upon to play. This 
enables participants to understand the behaviour of others as well as their own emotions 
and feelings. The instructor must brief the role players on what is expected of them. The 
role player may either be given a ready-made script, which they can memorize and enact, 
or they may be required to develop their own scripts around a given situation. This 
technique is extremely useful in understanding creative selling techniques and human 
relations. It can be entertaining and energizing and it helps the reserved and less literate 
to express their feelings. 
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Simulation Games 

When trainees need to become aware of something that they have not been conscious of, 
simulations can be a useful mechanism. Simulation games are a method based on "here 
and now" experience shared by all the participants. The games focus on the participation 
of the trainees and their willingness to share their ideas with others. A "near real life" 
situation is created providing an opportunity to which they apply themselves by adopting 
certain behaviour. They then experience the impact of their behaviour on the situation. It 
is carried out to generate responses and reactions based on the real feelings of the 
participants, which are subsequently analysed by the trainer. 

While use of simulation games can result in very effective learning, it needs considerable 
trainer competence to analyse the situations. 

Individual /Group Exercises 

Exercises are often introduced to find out how much the participant has assimilated. This 
method involves imparting instructions to participants on a particular subject through use 
of written exercises. In the group exercises, the entire class is divided into small groups, 
and members are asked to collaborate to arrive at a consensus or solution to a problem.  

Case Study  

This is a training method that enables the trainer and the participant to experience a real 
life situation. It may be on account of events in the past or situations in the present, in 
which there may be one or more problems to be solved and decisions to be taken. The 
basic objective of a case study is to help participants diagnose, analyse and/or solve a 
particular problem and to make them internalize the critical inputs delivered in the training. 
Questions are generally given at the end of the case study to direct the participants and to 
stimulate their thinking towards possible solutions. Studies may be presented in written or 
verbal form.  

Field Visit 

This involves a carefully planned visit or tour to a place of learning or interest. The idea is 
to give first-hand knowledge by personal observation of field situations, and to relate 
theory with practice. The emphasis is on observing, exploring, asking questions and 
understanding. The trainer should remember to brief the participants about what they 
should observe and about the customs and norms that need to be respected.  

Group Presentation 

The participants are asked to work in groups and produce the results and findings of their 
group work to the members of another sub-group. By this method participants get a good 
picture of each other's views and perceptions on the topic and they are able to compare 
them with their own point of view. The pooling and sharing of findings enriches the 
discussion and learning process.  

Practice Sessions 

This method is of paramount importance for skills training. Participants are provided with 
an opportunity to practice in a controlled situation what they have learnt. It could be real 
life or through a make-believe situation. 
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Games 

This is a group process and includes those methods that involve usually fun-based 
activity, aimed at conveying feelings and experiences, which are everyday in nature, and 
applying them within the game being played. A game has set rules and regulations, and 
may or may not include a competitive element. After the game is played, it is essential 
that the participants be debriefed and their lessons and experiences consolidated by the 
trainer.  

Research 

Trainers may require learners to undertake research activities, including online research, 
to gather information or further understanding about a specific subject area.  

Competency Based Assessment (CBA) 

Principle of Competency Based Assessment 

Competency based assessment is aimed at compiling a list of evidence that shows that a 
person is competent in a particular unit of competency. 

Competencies are gained through a multitude of ways including: 

 Training and development programs 

 Formal education 

 Life experience 

 Apprenticeships 

 On-the-job experience 

 Self-help programs. 

All of these together contribute to job competence in a person. Ultimately, assessors and 
participants work together, through the „collection of evidence‟ in determining overall 
competence. 

This evidence can be collected: 

 Using different formats 

 Using different people 

 Collected over a period of time. 

The assessor who is ideally someone with considerable experience in the area being 
assessed, reviews the evidence and verifies the person as being competent or not. 

Flexibility in Assessment 

Whilst allocated assessment tools have been identified for this subject, all attempts are 
made to determine competency and suitable alternate assessment tools may be used, 
according to the requirements of the participant. 

The assessment needs to be equitable for all participants, taking into account their 
cultural and linguistic needs.   
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Competency must be proven regardless of: 

 Language 

 Delivery Method 

 Assessment Method. 

Assessment Objectives 

The assessment tools used for subjects are designed to determine competency against 
the „elements of competency‟ and their associated „performance criteria‟. 

The assessment tools are used to identify sufficient: 

a) Knowledge, including underpinning knowledge 

b) Skills 

c) Attitudes 

Assessment tools are activities that trainees are required to undertake to prove participant 
competency in this subject.  

All assessments must be completed satisfactorily for participants to obtain competence in 
this subject. There are no exceptions to this requirement, however, it is possible that in 
some cases several assessment items may be combined and assessed together. 

Types of Assessment 

Allocated Assessment Tools 

There are a number of assessment tools that are used to determine competency in this 
subject: 

 Work projects 

 Written questions 

 Oral questions 

 Third Party Report 

 Observation Checklist. 

Instructions on how assessors should conduct these assessment methods are explained 
in the Assessment Manuals. 

Alternative Assessment Tools 

Whilst this subject has identified assessment tools, as indicated above, this does not 
restrict the assessor from using different assessment methods to measure the 
competency of a participant. 

Evidence is simply proof that the assessor gathers to show participants can actually do what 
they are required to do.  

Whilst there is a distinct requirement for participants to demonstrate competency, there are 
many and diverse sources of evidence available to the assessor. 

Ongoing performance at work, as verified by a supervisor or physical evidence, can count 
towards assessment. Additionally, the assessor can talk to customers or work colleagues to 
gather evidence about performance.  
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A range of assessment methods to assess competency include: 

 Practical demonstrations 

 Practical demonstrations in simulated work conditions 

 Problem solving 

 Portfolios of evidence  

 Critical incident reports 

 Journals 

 Oral presentations 

 Interviews 

 Videos 

 Visuals: slides, audio tapes 

 Case studies 

 Log books 

 Projects 

 Role plays 

 Group projects 

 Group discussions 

 Examinations. 

Recognition of Prior Learning 

Recognition of Prior Learning is the process that gives current industry professionals who 
do not have a formal qualification, the opportunity to benchmark their extensive skills and 
experience against the standards set out in each unit of competency/subject. 

Also known as a Skills Recognition Audit (SRA), this process is a learning and 
assessment pathway which encompasses: 

 Recognition of Current Competencies (RCC) 

 Skills auditing 

 Gap analysis and training 

 Credit transfer. 

Assessing competency 

As mentioned, assessment is the process of identifying a participant‟s current knowledge, 
skills and attitudes sets against all elements of competency within a unit of competency. 
Traditionally in education, grades or marks were given to participants, dependent on how 
many questions the participant successfully answered in an assessment tool. 

Competency based assessment does not award grades, but simply identifies if the 
participant has the knowledge, skills and attitudes to undertake the required task to the 
specified standard.  



Competency Based Training (CBT) and assessment an introduction for trainers 
 

 

10 
© ASEAN 2012 
Trainer Guide  
Establish and maintain a business relationship 

 

Therefore, when assessing competency, an assessor has two possible results that can be 
awarded: 

 Pass Competent (PC) 

 Not Yet Competent (NYC) 

 Pass Competent (PC). 

If the participant is able to successfully answer or demonstrate what is required, to the 
expected standards of the performance criteria, they will be deemed as „Pass Competent‟ 
(PC). 

The assessor will award a „Pass Competent‟ (PC) if they feel the participant has the 
necessary knowledge, skills and attitudes in all assessment tasks for a unit. 

Not Yet Competent’ (NYC) 

If the participant is unable to answer or demonstrate competency to the desired standard, 
they will be deemed to be „Not Yet Competent‟ (NYC).  

This does not mean the participant will need to complete all the assessment tasks again. 
The focus will be on the specific assessment tasks that were not performed to the 
expected standards. 

The participant may be required to: 

a) Undertake further training or instruction 

b) Undertake the assessment task again until they are deemed to be „Pass Competent‟ 
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Competency standard 

UNIT TITLE: ESTABLISH AND MAINTAIN A BUSINESS RELATIONSHIP NOMINAL HOURS: 60 hours 

UNIT NUMBER: D1.HCS.CL6.02 D1.HSM.CL5.05 D2.TCS.CL5.15 

UNIT DESCRIPTOR: This unit deals with the skills and knowledge required to establish and maintain a business relationship in a range of settings within the 
hotel and travel industries. 

ELEMENTS AND PERFORMANCE CRITERIA UNIT VARIABLE AND ASSESSMENT GUIDE 

Element 1. Establish and conduct business 

relationships 

1.1 Establish business relationships in a manner 
that promotes goodwill and trust between the 
enterprise, its customers and suppliers 

1.2 Build trust and respect in business relationships  

1.3 Identify and take up opportunities to maintain 
regular contact with customers and suppliers 

Element 2. Conduct negotiations 

2.1 Conduct negotiations in a business-like and 
professional manner within the relevant cultural 
context 

2.2 Conduct negotiations in the context of the 
current enterprise marketing focus and within 
legal and ethical constraints 

Unit Variables 

The Unit Variables provide advice to interpret the scope and context of this unit of competence, 
allowing for differences between enterprises and workplaces. It relates to the unit as a whole and 
facilitates holistic assessment. 

This unit applies to establishing and maintaining business relationships within the labour divisions of 
the hotel and travel industries and may include: 

1. Front Office 

2. Housekeeping 

3. Food and Beverage Service 

4. Food Production 

5. Travel Agencies 

6. Tour Operation 

Business relationships may relate to: 

 Customers  

 Suppliers 

 Strategic partners 
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2.3 Maximize benefits for all parties in the 
negotiation through use of established 
negotiation techniques  

2.4 Incorporate feedback and input from colleagues 
into the negotiation where appropriate 

2.5 Communicate the results of negotiations to 
appropriate colleagues and stakeholders within 
appropriate timeframes 

Element 3. Make formal business agreements 

3.1 Confirm agreements in writing, using formal 
contracts where appropriate, and in accordance 
with enterprise requirements 

3.2 Check and gain appropriate approvals for all 
aspects of formal agreements in accordance 
with enterprise procedures 

3.3 Identify the need for and seek specialist advice 
in the development of contracts where 
appropriate 

Element 4. Foster and maintain business 

relationships 

4.1 Seek, review and act upon information needed 

to maintain sound business relationships in a 
pro-active manner 

4.2 Honour agreements within the scope of 
individual responsibility 

4.3 Make adjustments to agreements in consultation 
with the customer/supplier and share information 
with appropriate colleagues 

4.4 Nurture relationships through regular contact 

 Finance companies 

 Other enterprises 

 Employees 

 Industry bodies 

 Local authorities. 

Opportunities to maintain regular contact with customers or suppliers may include: 

 Informal social occasions 

 Industry functions 

 Association membership 

 Cooperative promotions 

 Program of regular telephone contact. 

Negotiations may relation to: 

 Corporate accounts 

 Service contracts 

 Agency agreements 

 Venue contracts 

 Rate negotiations 

 Marketing agreements 

 Preferred product agreements. 

Legal and ethical constraints may include: 

 Legislation 

 Regulation 

 Codes of practice 
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  Cultural expectations and influences  

 Social responsibilities, e.g. Protection of children, environmental issues. 

Negotiation techniques may include: 

 Identification of goals, limits 

 Clarification of needs of all parties 

 Identifying points of agreement and points of difference 

 Preparatory research of facts 

 Active listening and questioning 

 Non-verbal communication techniques 

 Appropriate language 

 Bargaining 

 Developing options 

 Confirming agreements 

 Appropriate cultural behaviour. 

 Colleagues and stakeholders may include: 

 Owner/s 

 Board of directors 

 Managers 

 Supervisors 

 Finance staff 

 Marketing personnel 

 Human resource staff 

 It staff 

 Production staff. 
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 Specialist advice may relate to: 

 Legal 

 Financial  

 Industrial. 

 Assessment Guide 

The following knowledge and skills must be assessed as part of this unit: 

 Knowledge of the business environment in which the hotel and travel industry operates including 
major current marketing and management issues as appropriate to the industry sector 

 Knowledge of the legal issues that affect negotiations and contracts in the relevant industry 
sector 

 General knowledge of contracts as appropriate to different industry sectors 

 Negotiation and communication techniques appropriate to negotiations that may be of significant 
commercial value. 

Linkages To Other Units 

 Monitor workplace operations 

 Lead and manage people 

 Manage workplace diversity 

 Develop and implement a business plan 

 Develop new products and services 

 Manage and implement small projects 

 Plan, and establish systems and procedures 

 Plan, manage and conduct meetings 

 Prepare business documents 

 Develop a marketing strategy and coordinate sales activities. 
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 Critical Aspects of Assessment 

Evidence of the following is essential: 

 Demonstrated ability to conduct successful business negotiations within a specific travel and 
hotel industry context 

 Ability to build and maintain relationships to achieve successful business outcomes 

 Knowledge and understanding of the current environment in which travel and hotel businesses 
operate, and the major industry issues of relevance to the particular sector 

 Knowledge and understanding of the role of contracts within a given industry sector 

 Consistency of performance across a range of situations that demonstrates knowledge, 
understanding and skill in implementing the principles and practices of developing and 
maintaining a business relationship. 

 Context of Assessment 

This unit may be assessed on or off the job: 

 Assessment should include practical demonstration of the ability to establish and maintain a 
business relationship in the workplace or through a simulation activity, supported by a range of 
methods to assess underpinning knowledge 

 Assessment must relate to the individual‟s work area, job role and area of responsibility and 
require the candidate to negotiation business relationships or agreements 

 Assessment must include project or work activities that allow the candidate to respond to multiple 
and varying workplace issues relevant to work area, job role and area of responsibility that allow 
the candidate to demonstrate knowledge and awareness of conducting business negotiations to 
establish an agreement. 

 Resource Implications 

Training and assessment to include access to a real or simulated workplace and relevant 
documentation, such as strategic plans and information on the internal and external operating 
environment; and access to workplace standards, procedures, policies, guidelines, tools and 
equipment. 

 Assessment Methods 

The following methods may be used to assess competency for this unit: 

 Case studies 
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  Observation of practical candidate performance 

 Oral and written questions 

 Portfolio evidence 

 Problem solving 

 Role plays 

 Third party reports completed by a supervisor 

 Project and assignment work. 

 Key Competencies in this Unit 

Level 1 = competence to undertake tasks effectively 

Level 2 = competence to manage tasks 

Level 3 = competence to use concepts for evaluating 
 

 Key Competencies Level Examples 

 Collecting, organizing and analysing 
information 

3 Gather and analyse information to prepare for 
business negotiations 

 Communicating ideas and 
information 

2 Present a proposal to win a contract 

 Planning and organizing activities 2 Manage an annual review of all supplier contracts 

 Working with others and in teams 3 Conduct mutually beneficial negotiations to 
establish and maintain productive business 
relationships 

 Using mathematical ideas and 
techniques 

2 Calculate profit margins to inform a contract 
negotiation process  

 Solving problems 3 Negotiate contract renewals in the face of rising 
costs  

 Using technology  Communicate to maintain business relationships 
using email, telephone, fax  
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Notes and PowerPoint slides 

Slide 

 

Slide No Trainer Notes 

1.  Trainer welcomes trainees to class. 
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Slide 

 

Slide No Trainer Notes 

2.  Trainer advises trainees this Unit comprises four Elements, as listed on the slide 
explaining: 

 Each Element comprises a number of Performance Criteria which will be identified 
throughout the class and explained in detail 

 Trainees can obtain more detail from their Trainee Manual 

 At times the course presents advice and information about various protocols but 
where their workplace requirements differ to what is presented, the workplace 
practices and standards, as well as policies and procedures must be observed. 
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Slide 

 

Slide No Trainer Notes 

3.  Trainer advises trainees that assessment for this Unit may take several forms all of 
which are aimed at verifying they have achieved competency for the Unit as required. 

Trainer indicates to trainees the methods of assessment that will be applied to them for 
this Unit. 
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4.  Trainer identifies for trainees the Performance Criteria for this Element, as listed on the 
slide. 

Class Activity – General Discussion 

Trainer leads a general class discussion on establishing and conducting business 
relationships by asking questions such as: 

 What experience have you had in establishing and conducting business 
relationships? 

 Who were they with? 

 What did you do? 

 What was effective or successful and what was not? 

 Why is there a need to do this? 
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5.  Trainer advises trainees it is essential in the hospitality, tourism and travel industries to 
be able to establish, manage and sustain business relationships.   

Trainer indicates these relationships may need to be established with: 

 Customers – such as: 

 Corporate customers and clients 

 Government customers – such as local and or national government agencies or 
authorities 

 Private customers – these are individuals, couples or families 

 Travel or tourism sectors – for example historical tourists, medical tourists,   
eco-tourists. 
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6.  Trainer informs trainees customers may also be categorised according to certain 
demographic characteristics: 

 Gender – male or female 

 Age – which may be a specific range, or an age range 

 Religion 

 Income 

 Marital status 

 Domestic and international – who may be further divided into „country of origin‟ 
classifications. 
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7.  Trainer indicates to trainees individual businesses may also use „loose‟ classifications of 
customers to describe them and differentiate between them: 

 Regular customers – who use the business services on a „regular‟ basis 

 New customers – those who use the business for the first time 

 Potential customers – those to whom the business has a chance to sell something 

 Prospects – people or businesses who have shown an interest in doing business 
with or buying from the organisation. 

Class Activity – Guest Speaker 

Trainer arranges for a representative from an appropriate business or industry sector to 
attend and: 

 Identify and differentiate between the different „customers‟ they seek to target and 
to service 

 Explain terminology used to describe and identify customers and differentiate 
between types of customers 

 Describe why it is important to know who the customers of a business are 

 Discuss how they establish and maintain business relationships with customers 
examining the differences between the techniques used to develop and maintain 
relationships with different classifications of customers 

 Identify the systems, techniques and strategies used to maintain, record and control 
communications and contacts with customers. 
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8.  Trainer identifies business relationships may also be created with suppliers explaining 
these are businesses or individual who provide products and services to the 
organisation, and they maybe: 

 Wholesale businesses – these are businesses who sell only to the retail sector. 
They will buy from a manufacturer and on-sell to the retail sector 

 Retail businesses – who buy from wholesalers and on-sell to members of the 
public, private individuals and other businesses 

 Combined wholesalers-retailers. 

Suppliers are important to businesses because they provide the goods a business sells 
and they provide a variety of services (repairs and maintenance; advertising; utilities) 
the business requires to sustain its ongoing presence in the marketplace. 

Class Activity – Guest Speaker 

Trainer arranges for a representative from an appropriate industry supplier to attend 
and: 

 Identify why they believe a business should develop a business relationship with 
suppliers 

 Explain the possible mutual benefits that could flow from such a relationship 

 Describe what they believe to be the nature of such a relationship identifying how 
the relationship can be started and maintained 

 Give examples of how existing business relationships have benefited both parties 

 Explain the role of sales staff and company representatives in developing and 
nurturing such a relationship. 
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9.  Trainer identifies for trainees there will also be a need to develop a business 
relationship with strategic partners explaining these are other businesses with whom a 
businesses has entered into a formal business relationship with for mutual benefit. 

Trainer highlights they are called „strategic‟ partnerships because they have been 
entered into strategically, that is, for a quite definite and distinct reason (or set of 
reasons) identifying strategic partnerships can be entered into because: 

 There is a logical flow to the relationship – for example, a travel agency having a 
strategic relationship with an airline, cruise line or hotel group is a common sense 
relationship based on mutual need or benefit 

 There is advantage to be gained from the relationship – for example, a travel 
agency can get priority seating and bookings with a company with which it has a 
strategic relationship 

 There can be mutual advertising and promotion at the one time – so the one 
business promotes and recommends the partner whenever they are making a sale 
of their own 

 There is the potential to save money and generate extra sales. 
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10.  Trainer tells trainees business relationships may also occur with finance companies 
defining these as: 

These may be: 

 Banks – with whom the business deals on a day-to-day basis to: 

 Process purchases through electronic (debit and or credit) payments 

 Obtain change 

 Provide overdraft facilities 

 Financial institutions – used by the business for loans, lines of credit and or leasing 
facilities to: 

 Purchase products and services 

 Refurbish the property 

 Extend and expand the business. 

Class Activity – Guest Speaker 

Trainer arranges for a bank or financial institution representative to attend and: 

 Describe the services they can provide 

 Explain why there is need for a business relationship between them and businesses 

 Define what they see as a business relationship highlighting essential and important 
aspects of this relationship  

 Detail how they facilitate these relationships 

 Discuss the ways such relationships can be  established and cultivated on an on-
going basis 

 Give examples of how on-going business relationships have been mutually 
beneficial. 
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11.  Trainer suggests to trainees there is also a need business relationships with other 
businesses with whom they have has „arrangements‟, such as: 

 Service contracts – where the other business provides service, repair and 
maintenance services based on the terms of a legally binding contract 

 Commission-based arrangements – where a business is entitled to receive a 
commission from another business whenever it refers a sale to them, or makes a 
booking on their behalf with them 

 Association- based linkages – where a business belongs to an association this 
membership can automatically create a relationship with other businesses who are 
also members of this association. 

Class Activity – Guest Speaker 

Trainer arranges for a representative from an association or business commonly 
involved with relevant industry organisations to attend and: 

 Explain why they believe a business relationship between their body or company 
and industry businesses is useful and important 

 Detail opportunities for establishing and maintaining contact 

 Describe the mutual benefits from such a relationship 

 Identify the information that should be shared as part of an effective relationship of 
this nature. 
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12.  Trainer highlights to trainees all businesses must have a relationship with their 
employees stating this relationship is (in part) imposed by law and embraces issues 
such as: 

 Remuneration – pay, wages, salary; which may relate to negotiation over pay rises, 
value of experience and qualifications, penalty rates applicable to certain times and 
days 

 Working conditions – determining acceptable workplace conditions under which 
staff are expected to work 

 Industrial relations issues – covering any issue impacting on the relationship 
between workers and management: covers a wide area including harassment, poor 
conditions, safety, lack of facilities, pressure 

 Insurance – especially for workers‟ compensation to cover staff in the event of 
workplace injury 

 Occupational health and safety – addressing situations to ensure all staff, 
customers and members of the public remains safe while on the premises. 

Class Activity – Guest Speaker 

Trainer arranges for a worker representative or a manager or owner from a relevant 
workplace to attend and: 

 Discuss the nature of the relationship between workers and management in their 
workplace  

 Describe their preference for the nature of the relationship between workers and 
management in the workplace 

 Identify how the existing relationship is nurtured and maintained 
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 Explain the role and responsibilities of individuals within the context of this 
relationship 

 Demonstrate the need for such a relationship. 
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13.  Trainer presents to trainees business relationships can also exist or be necessary with 
various industry bodies, who can include: 

 Government bodies, agencies or authorities with various industry, business or 
employment-related obligations imposed on them under a range of legislation 

 Unions – who represented the rights of workers and lobby on their behalf 

 Peak industry bodies – who represent the interests of an industry and of industry 
sectors to government, unions, the media, the public and funding bodies. 

Trainer highlights membership of these bodies is (usually) voluntary and they hold 
regular meetings to: 

 Enable networking 

 Generate research data 

 Share information 

 Develop aims and objectives 

 Seek and source funding 

 Provide training. 

Class Activity (1) – Guest speaker: Government authority 

Class Activity (2) – Guest speaker: Union 

Class Activity (3) – Guest speaker: Peak industry body 
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 Trainer arranges for guest speakers as identified above to attend separately and: 

 Explain the need for a business relationship between their organisation and industry 
businesses 

 Describe the benefits flowing from such a relationship 

 Identify opportunities for contact between their organisation and industry 
businesses 

 Detail the nature of the relationship 

 Identify the issues commonly addressed and involved in the relationship. 
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14.  Trainer notes to trainees there will also be a need to develop a business relationship 
with local authorities, which can include: 

 Local councils – who may apply local by-laws and have local compliance 
requirements across a range of environmental, health and planning issues 

 Local offices of national government agencies and authorities – situated locally to 
provide a base of operations for Inspectors to work out of, and a nearby office for 
businesses to contact in the event they require information or have to deal with the 
agency or authority. 

Class Activity – Guest Speaker 

Trainer arranges for a representative from local council to attend and: 

 Explain why there needs to be a business relationship between council and 
businesses 

 Name issues and information that can be discussed as part of this relationship 

 Identify opportunities the council provides for establishing and sustaining business 
relationships 

 Examples of how an on-going relationship between council and business has had a 
positive outcome. 
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15.  Trainer introduces trainees to the topic of establishing a business relationship stating 
they can be started by: 

 The business making contact with the other party 

 The other party making contact with the business. 

Trainer identifies: 

 Contact may be: 

 In person – face-to-face contact: 

– Where a person walks into a business 

– Where a person from a business calls on or visits a potential customer 

 Telephone contact 

 Written contact – fax, email, letter, advertisement, offer 

 Where the other party responds positively to the initial contact, a relationship can be 
said to exist. A „positive‟ response includes: 

 A sale 

 A request for (more) information 

 Showing interest. 
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16.  Trainer describes for trainees all successful and effective business relationships exist in 
an environment that promotes goodwill, trust and respect between the business and the 
other party. [Note: trust and respect are addressed on following slides in the Section 
„Build trust and respect in business relationships‟]. 

 Trainer identifies, in relation to goodwill: 

 The business must act in such a way it generates goodwill towards itself 

 Goodwill refers to the positive feelings and sentiments customers (and others) have 
towards the business 

 It is a result of: 

 The positive things the business does for the community – sponsorship of 
clubs, donations to charity, and support of people and local bodies 

 The ways it conducts itself in terms of its ethical standards, compliance with 
legal requirements and the extent to which it goes beyond its legally imposed 
obligations 

 Gifts – made to customers and potential customers 

 Its public statements and actions about issues such as environmental concerns, 
supporting the local and national economies, employing locals, buying locally, 
and being part of the local community – in brief, being a „good corporate citizen‟ 

 Its history – the track record of a business indicates the real way it does 
business, and the real way it treats others with whom it deals. Advertising and 
promotion can (and is) aimed at generating goodwill but will never convince 
others unless the business genuinely does what is states it will do or has done. 
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17.  Trainer reminds trainees all business relationships must be based on „goodwill‟ (as 
already presented), „trust‟ and „respect‟ explaining in relation to „trust‟: 

 Trust refers to the ability of customers (and other stakeholders – suppliers, 
government authorities) to believe what is told/said to them and believe the 
business will do what they will say they will do, when they say they will do it 

 Trust is a result of actions and not promises – the business must „walk the talk‟, not 
simply „talk the talk‟ 

 Trust means customers can rely on the business to deliver what they have 
promised, when they have promised it and at the price they said it would be 
provided at. 
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18.  Trainer tells trainees cultivating/ and establishing trust in a business relationship means 
they must: 

  Be very careful about what promises or statements are made – never tell 
customers or potential customers what they want to hear if there is a belief (or event 
a suspicion) the business cannot deliver on that promise 

 Under-promise and over-deliver – if a customer is told they will receive an email 
within 24 hours, send them one within the hour; if they are told they will save 5%, 
make sure they receive a 6%+ savings 

 Read any contracts or agreements before signing – to gain full understanding of the 
obligations the business is under. For example, if a supplier requires payment within 
30 days, make sure they receive payment within this time. Also note, signing an 
agreement or contract without first reading it still means all terms and conditions 
apply. 
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19.  Trainer instructs trainees building trust requires many things to occur but most of them 
are relatively simple to achieve and presents the following as examples: 

 Follow-up on all things – as promised. For example: 

 Send quotations as and by the time promised 

 Send information as promised 

 Call in to see people as promised 

 Call back if promised 

 Honour promises made – even where this may cost the business money. If a price 
has been given and guaranteed, then that price must be the one charged 

 Make customers aware of any potentially negative aspects of a deal, arrangement, 
contract or booking – for example: 

 If there is a cancellation (or re-booking, or change of booking) fee – tell 
customers about it and make sure they understand how and when it applies, 
and how much it is 

 Avoid over-booking situations – where the business takes reservations knowing 
things are already fully-booked 

 Avoid using terms giving a false sense of confidence or which imply something 
that does not, in fact, exist – for example, a „guaranteed‟ booking really should 
be guaranteed and not subject to some internal interpretation meaning it is not 
really „guaranteed‟ 

 If certain seats, rooms or tables provide a less than optimal experience, tell the 
customers about the down-side, the negative implications of their booking. 
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20.  Trainer continues to present to trainees actions which will help build trust in a business 
relationship: 

 Give customers what they are entitled to – even though: 

 They may not ask for it – if a sale entitles the customer to a discount or a free 
item of merchandise, then all customers must be provided with this as it applies 
to the item or service they have purchased. Never play favourites 

 They may not know it exists or applies to them or to their transaction. 

 Advise them when: 

 A new product or service they have previously shown an interest in becomes 
available 

 A better deal on an item they have booked becomes, or is, available – such as 
a package deal providing the same inclusions but at a cheaper price 

 A better alternative is available – for example, purchasing tickets „now‟ will save 
the customer having to queue in the hot sun when they arrive at the attraction 
or amusement park 

 A possible price rise for something they are considering buying is imminent 

 They are close to becoming entitled to a bonus or discount – for example, a 
significant price reduction may apply to their purchase if they spend a small 
amount more on their purchase. 
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21.  Trainer continues to present to trainees actions which will help build trust in a business 
relationship: 

 Maintain confidentialities – this means all the information about a customer or 
business must remain private and not disclosed to any other business 

 Charge the prices quoted – charging a person or business what has been quoted 
(verbally or in writing) is a vital element of building trust with them 

 Advise suppliers if more than what was ordered or more than what was paid for has 
been received – as opposed to keeping the „extra‟ items and benefiting from their 
error. 
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22.  Trainer introduces the concept of „respect‟ in a business relationship to trainees stating 
it is the regard they have for customers and other stakeholders (as identified on earlier 
slides) highlighting it embodies – and can be demonstrated by displaying – a range of 
factors such as: 

 Consideration for them – and their situation 

 Politeness and civility – treating them „properly‟ and as they expect to be treated: 
using correct language; using their name; opening doors for them 

 Getting to know their needs, wants and preferences – as opposed to believing their 
needs, wants and preferences are the same as everyone else‟s. 

 

  



 
Notes and PowerPoint slides 

 

© ASEAN 2012 
Trainer Guide 

Establish and maintain a business relationship 
41 

 

Slide 

 

Slide No Trainer Notes 

23.  Trainer continues to indicate to trainees actions to demonstrate respect for others in a 
business relationship: 

 Treating them differently to other people – that is, providing them with deferential 
treatment which shows the value placed on them as a person, business or 
organisation 

 Acknowledging and showing appreciation for their time 

 Recognising and appreciating the money spent – and the opportunities they provide 
for doing business with them 

 Never taking them for granted, ignoring them or providing them with sub-standard 
products or services – always remember customers can spend their money anyway 
they want: they are not obliged to spend where they have spent previously or with 
any business. 
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24.  Trainer continues to indicate to trainees actions to demonstrate respect for others in a 
business relationship: 

 Identifying and showing due regard for individual differences – such as religious 
differences, social differences, special needs  

 Demonstrating „nothing is too much trouble‟ – when dealing with businesses and 
customers: spending extra time with them; being willing to change previously made 
arrangements  

 Understanding every customer is a unique individual – with unique needs, 
pressures, limitations and expectations 

 Demonstrating a genuine desire to be of service – as distinct from providing limited 
service, or delivering service lacking in real customer focus. 

Class Activity – Guest Speaker 

Trainer arranges for an owner or operator or senior manager to attend and talk to 
trainees about: 

 The nature of business relationships between businesses and customers – 
including consideration of how this relationship may change between different types 
or classes of customers 

 Their opinion about the important of goodwill, trust and respect in business 
relationships 

 Tips and advice (Do‟s and Don‟ts) on how to develop goodwill, create trust and 
demonstrate respect 

 Examples of situations where business relationships have proven to be mutually 
beneficial. 
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25.  Trainer highlights to trainees trust and respect must be demonstrated on an on-going 
basis and this can be achieved (in addition to the advice on the previous slides) by: 

 Using the person‟s name – regularly, all of the time: not just when first met 

 Keeping appointment times – every time an appointment is made to see the person 

 Maintaining a professional „distance‟ from the person – refraining from becoming 
over-familiar with them: become an ally or trusted and respected adviser but it is 
inappropriate to try to become their friend 

 Paying attention to their non-verbal communication – to identify signals or cues they 
want to change the subject, are unhappy with what is being done or want things to 
„hurry up‟ 

 Refraining from being judgemental – where their customs, habits or preferences are 
different 

 Dressing appropriately – which demonstrates they are worthy of the time and 
attention this requires. 

Class Activity – Guest Speaker 

Trainer arranges for a representative from a recognised „corporate customer‟ to attend 
and talk to trainees about: 

 Their perspective of business relationships 

 What they like and dislike, prefer and not prefer in this type of relationship 

 Why they like or prefer certain things in and from a business relationship with an 
industry business 
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 How they rate a business with whom they have a relationship – how do they judge 
whether or not the relationship is mutually beneficial? How do they determine 
whether or not they will do business with the company again? 

 What their preferences are for contact/communication 

 Things they believe a business should do and things they should not do in order to 
establish and maintain an on-going business relationship with them. 
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26.  Trainer explains to trainees productive business relationships are, in part, built on the 
ability to identify and take up opportunities to maintain regular contact with customers, 
suppliers and other relevant stakeholders highlighting examples of such opportunities 
include: 

  Informal social occasions can include: 

 Meetings 

 „Get togethers‟ 

 Parties 

 Business events – which always include an „informal social‟ component.  
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27.  Trainer offers to trainees all relevant industry sectors are characterised by these 
informal occasions and they present excellent opportunities to: 

 Make new contacts 

 Cement existing ones 

 Learn new information. 

Trainer informs trainees to use these opportunities effectively all it takes is the effort to 
attend, and the desire to „network‟ or „work the room‟. 

Class Activity – Discussion 

Trainer leads a discussion on „networking‟ asking questions such as: 

 What is networking? 

 How could you network? 

 What are the benefits of networking? 

 Why is networking referred to as „working the room‟? 

 What information might you seek to discover when networking? 
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28.  Trainer identifies „industry functions‟ as another opportunity for contact advising trainees 
they should plan their attendance at these events and: 

 Take business cards – to hand out to contacts: always ask for their business card if 
they do not offer one 

 Wear a name tag – showing name and business represented 

 Determine contact to be made – plan a strategic approach to making new contacts, 
and „touching base‟ with established contacts 

 Take pen and paper – to record and capture questions asked, promises made or 

arrangements entered into: it is good practice to always carry pen and paper.  
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29.  Trainer recommends to trainees membership of industry associations as a way to 
contact and maintain contact with those with some of those with whom business 
relationships need to be established and maintained. 

Trainer suggests to trainees to get the most out of these associations and membership 
of them they should: 

 Introduce self, explain role and distribute business cards – obtain contact details of 
others and promise to make contact 

 Offer to be of use to others and to participate in efforts the association is making – 
these efforts often involve: 

 Industry research 

 Petitions to government 

 Applications for funding 

 Review or generation of industry standards, codes of practice and similar 

 Volunteer for office bearer responsibilities – be prepared to take on „official‟ roles to 
assist the association. 

Class Activity (1) – Discussion 

Trainer asks trainees to name industry associations appropriate to the industry or 
industry sector of trainees. 

Trainee lists contributions on board  for trainees to copy. 

Trainee offers industry associations not identified by trainees. 
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 Class Activity (2) – Guest Speaker 

Trainer arranges for a representative from local Chamber of Commerce (or similar) to 
attend and: 

 Describe the activities and role of the association 

 Explain the benefits of belonging to the association 

 Highlight networking opportunities provided 

 Distribute membership forms. 
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30.  Trainer informs trainees cooperative promotions can provide an opportunity for 
business relationship contacts, explaining cooperative promotions may involve: 

 Sharing of market research data relevant to the promotion and target markets being 
considered 

 Sharing advertising and promotional costs 

 Developing and offering package deals combining products and services from both 
businesses – for example, a cooperative promotion involving a hotel and an airline 
would feature air travel (from the airline) and accommodation, food, beverages and 
entertainment (from the hotel) 

 Joint acceptance of reservations and payment – taking bookings and payment on 
behalf of partners. 

 

  



 
Notes and PowerPoint slides 

 

© ASEAN 2012 
Trainer Guide 

Establish and maintain a business relationship 
51 

 

Slide 

 

Slide No Trainer Notes 

31.  Trainer continues to advise trainees regarding cooperative promotions stating they all 
demand: 

 Honesty – this is the key requirement in this type of relationship. All parties must 
believe and be able to trust the other parties – without this, any cooperative or joint 

venture will fail 

 Full and open disclosure – and total sharing of all relevant information 

 Hard work – to ensure the mutually agreed goals are achieved 

 Regular contact – to communicate progress of the promotion, fine tune activities 
and revise action to be taken 

 Mutual support – so the relationship is genuinely „cooperative‟ where all parties help 
each other: support may be practical assistance or it may simply be participating in 
discussions and listening to the problems others are encountering. 
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32.  Trainer highlights the importance of the telephone as a „contact tool, stressing: 

 Inexpensive to use – telephone calls are great value-for-money communication 
options, especially to local contacts 

 Ease of use means they enable regular contact – the telephone is „always there‟: 
telephone calls can be made when there are a few minutes spare 

 Requires a schedule of calls to be truly effective – this should list the names of 
those to be called and identify a frequency and date for calls. The calls on this 
schedule should be diarised to ensure they are not overlooked. 

Trainer stresses to trainees: 

 It is vital for them to respect requests and requirements from others regarding 
contact preferences – if the person does not want telephone contact them other 
means should be used. Never ignore a request not to call 

 Trying to make telephone contact with someone is not the same as actually making 
telephone contact with them – if a person is unavailable when called, there must be 
repeat attempts until contact is made. Simply trying to call someone does not count 
as a contact. 
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33.  Trainer explains to trainees possible topics that can be discussed when talking to with 
those with whom a business relationship is required: 

 General comments – about: 

 The workplace – business, levels of trade, issues of interest 

 Family 

 Events and happenings 

 Advice about: 

 New information discovered – about business, trade, products and services, 
personnel, legislated requirements 

 New or revised offers or deals available and forthcoming 

 General enquiries – about: 

 Their business and family 

 Their needs, wants and preferences 

 Their level of satisfaction with the business and its service 

 Making undertakings – to: 

 Provide information or other promised items 

 Contact again 

 Responding to questions – as asked by them: 

 Business-related 

 Personal 
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 Family 

 Topical issues. 
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34.  Trainer stresses to trainees certain topics should never be discussed – especially raised 
– in the context of business relationships as they can often give unintended offence 
which can negatively impact (or ruin) the relationship: 

 Sex 

 Religion 

 Politics 

 Jokes 

 Other people, businesses, organisations, agencies or authorities – with special 
attention to refraining from making negative comments about them or what they 
have said/done. 

Class Activity – Guest Speaker 

Trainer arranges for an industry-relevant person with responsibilities for business 
relationships to attend and: 

 Explain how they determine who business relationships should be formed with 

 Discuss how they keep in contact with those people or organisations  

 Identify constraints other parties make on relationship contacts 

 Detail how they schedule and ensure they adhere to this schedule of contacts with 
others 

 Identify topics they talk about and will not talk about when speaking with those with 
whom there is a business relationship. 
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35.  Trainer provides a recap of the Element asking questions to check trainee 
understanding and responding to questions from trainees, as required. 
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36.  Trainer provides a recap of the Element asking questions to check trainee 
understanding and responding to questions from trainees, as required. 
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37.  Trainer identifies for trainees the Performance Criteria for this Element, as listed on the 
slide. 
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38.  Trainer continues to identify for trainees the Performance Criteria for this Element, as 
listed on the slide. 

Class Activity – General Discussion 

Trainer leads a general class discussion on conducting negotiations  by asking 
questions such as: 

What is meant be „negotiation‟? 

Why is negotiation important in a business context? 

What negotiations have you been involved in?  

Who were they with? 

What was the context and aim of the negotiation? 

What have you found to be effective negotiation techniques? 
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39.  Trainer states to trainees negotiation is likely to be a part of all business relationships at 
some time explaining: 

They must be conducted in a correct manner – business-like and professional 

They should accommodate any cultural context – appropriate to the other party 

They are the best and accepted way of resolving things – but not all negotiations are 
successful 

They should result in a win-win outcome – where both parties achieve what they want 
or most of what they want 

They require compromise – both parties need to be prepared to give up something and 
or settle for less than they originally wanted. 
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40.  Trainer explains to trainees in the context of business relationships, negotiations can 
occur in relation to: 

 Corporate accounts – where there is a B2B relationship. Corporate accounts are 
regarded by many businesses as „beneficial‟ as they often represent volume 
business (businesses usually purchase more frequently than individual people). The 
potential down-side is corporate clients usually demand a corporate discount 

 Service contracts – these are legally binding documents or arrangements with 
service providers (such as refrigeration technicians, IT specialists) designed to 
repair and provide maintenance to equipment, systems and technology 

 Agency agreements – these are legally binding arrangements between head office 
and individual agencies, or between a franchise operator and franchise outlets. The 
agreements cover operational and financial details such as (but not limited to): 

 Commissions payable; fees and charges 

 Advertising – who pays; amounts involved; type and location of 

 Signage in and on the business 

 Policies and procedures 

 Products and services to be offered or made available 

 Staff recruitment and selection; training; uniforms; remuneration. 

Class Activity – Handouts 

Trainer obtains and distributes sample documents as identified on the slide, and: 

 Discusses their use 

 Explains their content 

 Identifies aspects of each which may require negotiation. 
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41.  Trainer continues to present examples of contexts for negotiations: 

 Venue contracts – the definition of venue contracts is open to interpretation but they 
can include: 

 Contracts for specific services provided to the venue – such as contact cleaning 
and security 

 Contracts provided by the business to customers – such as contracts for 
functions, events, and or travel and tickets 

  Rate negotiations – rates refer to the cost for goods and services provided. „Price‟ 
is always important when a purchase is made but it is only one element. 

When price is being negotiated, attention must always be paid to ancillary issues such 
as: 

 Reliability – can the other party be trusted and relied on to deliver what they say 
they will? 

 Quality – is the quality of the product or service to be delivered appropriate to the 
identified need? A lower price for a lower quality may be totally appropriate in some 
cases, but totally inappropriate in other situations 

 Availability – if the need for the product or service is urgent then the provider who 
has availability may be able to command a higher price 

 Totality of service provision – most people and businesses strive to deal with an 
organisation who can provide all or most of their needs rather than having to deal 
with a range of businesses. 
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 Class Activity – Handouts 

Trainer obtains and distributes sample documents as identified on the slide, and: 

 Discusses their use 

 Explains their content 

 Identifies aspects of each which may require negotiation. 
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42.  Trainer continues to present examples of contexts for negotiations:  

 Marketing agreements – these may occur as a result of (other) arrangements 
between businesses and or joint venture partners. These agreements contain: 

 Identification of the type and extent of marketing activities to be undertaken – 
such as market research, advertising and promotion 

 Allocation of roles, responsibilities and functions – to enable established plans 
to be achieved and identified outcomes to be achieved 

 The financial contribution to be made towards marketing endeavours – such as 
amounts to be allocated to advertising, PR, sales campaigns, and publicity 

 Times and dates – for action, for payment of contributions to identified activities 

 Preferred product agreements – many businesses strive to become the „preferred 
provider‟ for other businesses. A „preferred provider‟ (or a business with „preferred 
provider status‟) is a business who will be used as the automatic default provider 
whenever the other business wants to buy a product or service the preferred 
provider sells. Preferred provider status is granted by one business to another 
business following evaluation of (and negotiations on) topics such as: 

 Suitability of the goods and services to meet identified need 

 Price – and value for money 

 On-going capacity to supply when required 

 Quality 

 Ancillary issues – such as support services available, terms and conditions of 
trade, environmental issues, public image. 
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43.  Trainer defines negotiation for trainees as: 

'A process in which two or more parties confront a problem and arrive at a solution 
which best meets the needs of all of them‟ explaining: 

 Implicit in this definition is communication takes place between parties in an attempt 
to get approval, agreement or action which may be different to what was first 
wanted. While the definition uses the term „parties‟, many negotiations are 
conducted not between groups of people but between two individual people (who 
may or may not represent groups of people). For example, a negotiation may occur 
between you and a supplier, between you and a guest, or between you and the 
head of a certain department or business owner 

 Also it is important to realise most negotiations often result in a less than perfect 
solution (or outcome) for one, or both, parties. Inherent in negotiation is the concept 
of „give and take‟ where both parties are likely to settle for less than what they may 
have originally hoped for, but nonetheless a result that still represents a win-win 
situation. In some cases, the final result may even be little better than what they 
hoped for. There are definitely times in negotiations where one party will give more 
than normal in order to achieve some other perhaps long-term goal or related aim: 
„trade-offs‟ are part of the business world. 
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44.  Trainer states to trainees all negotiations involve resolving „issues‟ or problems and to 
be successful in any negotiating situation they need: 

 Good preparation – research the issue at hand and become familiar with all the 
relevant facts, policies, guidelines, and standard operating practices. It is also 
useful to identify something about the person with whom negotiations are going to 
take place – what have their tactics been in the past?  What are their strengths and 
weaknesses? What are their stated and their hidden goals and agendas? 

 Recognition of venue or personal goals and limits – no-one can successfully 
negotiate without a thorough knowledge of where they stand, what it is they are 
trying to achieve and what their limits for negotiation are. Know the limits regarding 
parameters – how far to discount a price, what can be used as an incentive, what 
are the realistic timeframes for delivering what is being discussed, what terms of 
trade can be offered.  In addition, know the establishment and or relevant 

department goals: on one occasion (for example) they may be to maximise 

occupancy irrespective of the [room] rate (revenue) while on another occasion the 

aim may be to maximise revenue regardless of the occupancy levels. 
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45.  Trainer continues providing to trainees examples of planning and preparation 
requirements prior to entering into negotiations: 

 A calm, non-emotional approach – anyone who engages in negotiation must be 
calm and collected:  

 Negotiations are no place for those who are quick-tempered, hot headed, easily 
provoked or readily goaded   

 Strive to remain professional during all negotiations – there is always the 
possibility personalities will intervene and things can get very personal, very 
nasty and very ugly in a short space of time 

 The key is to stay focussed on the aims or goals and not on the other person or 
party 

 Good listening and communication skills (see more on later slides) – active listening 
is required, which requires listening „between the lines‟. This includes reading the 
non-verbal language, asking probing and open questions, and repeating or 
rephrasing questions as needed: 

 It also involves knowing when to keep quiet – silence can be a powerful 
communication tool and an effective negotiation technique 

 Knowledge of the relevant cultural context – when negotiating with a person from a 
different culture, an appreciation of their cultural issues, preferences and habits will 
demonstrate respect for them and facilitate a better understanding of the potential 
issues: 

 Realise different people have different perspectives and an awareness of them 
will always be appreciated and will always facilitate the negotiation process 
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 Knowledge of how to close a deal – a good negotiator will know when all that is 
going to be said has been said, and will move to close the deal and finalise the 
arrangement: 

 There is little point in going over and over what has already been said – it can 
even be counterproductive: the process needs to move on 

 Obtain agreement about what has been discussed, re-cap the relevant points, 
and suggest the next step (such as signing a deal or contract, paying a deposit, 
filling in a required form, or accepting a handshake)   

 Poor negotiators allow discussion to drag on and on sometimes taking so much 
time they allow the other party to over-think the proposed arrangement enabling 
them to retreat from what was (an hour ago) a perfectly good and acceptable 
outcome for them. 
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46.  Trainer presents to trainees some important questions they need to be clear about 
before starting any negotiations: 

What are the needs of the venue? The precise nature of organisational needs will 
change over time, and often vary with the seasons or time of the year or day of the 
week. Given the parameters of this negotiation, what is the establishment seeking to get 
from this negotiation?  There may be a need to consult with others to determine this 
because it may not always be „just money or profit‟ that is the key need – the business 
may be seeking ticket sales, occupancy, volume, turnover, image, a foot in the door 
with a new client or market sector, or a raised image or profile within the marketplace 

What is needed out of this negotiation? What is the bottom line?  It is important to know 
this because it indicates a critical parameter to be observed 

Where is the point where there will be a need to walk away from the negotiation? What 
things can and cannot be done? What are the „deal breakers‟ for this negotiation? 

What are the needs of the other party? On the basis of what is known, and what has 
been found out through research – what are their precise and definitive needs?  Are 
their needs such that they are saying one thing but really meaning something else? 
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47.  Trainer presents advice to trainees regarding negotiating rules: 

Try to witness more experienced colleagues negotiate – ask to sit-in on other 
negotiations to gain experience about what is said and done (the „dance‟ that often 
characterises many negotiations). Pay attention to: 

 The statements made by both sides  

 The offers and counter-offers  

 The objections and how they are responded to  

 The body language 

Be business-like while remaining as friendly as possible – do not try to be a „hard case‟ 
(someone who refuses to yield, negotiate, or compromise) 

Try to get initial agreement from all parties as to the agenda of the negotiation – get 
consensus about why everyone is involved in the negotiation 

At the same time try to get agreement on what the likely outcome will be – this can give 
an edge in the negotiation by focussing everyone‟s thoughts on what is hoped to be 
achieved. 

 

  



 
Notes and PowerPoint slides 

 

© ASEAN 2012 
Trainer Guide 

Establish and maintain a business relationship 
71 

 

Slide 

 

Slide No Trainer Notes 

48.  Trainer continues to present to trainees a set of „negotiation rules: 

 Deal with any issues that can be easily and painlessly dealt with, first – do not try to 
tackle the big and hard issues at the very beginning: 

 If it is known the other party wants a small item provided free-of-charge, then 
accede to this straight away as a means of demonstrating willingness to 
negotiate and compromise. Once this has been done the „pressure‟ is on them 
to do likewise 

 Dealing with small issues immediately does not mean willingness to deal 
similarly with bigger, more important and more expensive issues 

 Take notes, refer to them regularly and try to get agreement these notes accurately 
reflect what has taken place – these notes: 

 Act as a summary of the negotiation 

 Can be used as a guide for future meetings, future action, eventual formal 
written agreements, and for any reports to be written as a consequence of the 
negotiation 

 Provide the basis for review and reflection where negotiations have to be 
continued at a later date. 
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49.  Trainer continues to present to trainees a set of „negotiation rules: 

Apply listening skills – particularly active listening. Focus on listening to what is being 
said – take notes 

Use questioning techniques – open and rhetorical questions are useful 

Monitor body language – of the other party and the non-verbal being sent 

Be assertive – which is not to be confused with aggression 

Monitor & give feedback – note the feedback being receives, and be aware of the 
feedback being sent : remember it is feedback that turns a monologue (one-way 
communication) into a dialogue (two-way communication). 
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50.  Trainer continues to present to trainees a set of „negotiation rules: 

Timing – be aware it is not only what is said but also how it is said and when it is said: 
for example, holding out a while before conceding can make the other party feel they 
have achieved more than if there was an immediate concession. An immediate 
concession may leave them believing they could have „got more‟ from the negotiation 
and they may feel dissatisfied even though they have obtained what they asked for 

Presentation – this covers professional presentation and setting-out of the issue: 
arguments must be cogent and logical, and delivered in a measured manner  

Be persuasive rather than forceful – „educate‟ the other party rather than „lecture‟ them 

Be aware of any perceptions of power that exist – are there any indications either party 
has the upper hand? How can this position be exploited or defended? Is it possible to 
challenge their perceived power by questioning their assumptions, or can the venue 
position be bolstered by reference to new evidence, additional experience or other 
practical indicators? 

Class Activity – Demonstration 

Trainer arranges for two (or more) appropriate parties – which can include the trainer – 
to attend and: 

Describe the negotiation demonstration to be presented – giving context, identifying 
parties, explaining goals and objectives, setting out parameters each party has 

Role play the negotiation process 

Provide a debrief to the trainees at the conclusion of the demonstration. 

Trainees to observe the demonstration, take notes and participate in the de-briefing. 
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51.  Trainer stresses to trainees any and all negotiations must be conducted: 

 Within the context of the focus of current enterprise: 

 Business and marketing objectives: 

 Explaining this means all decisions taken by management and operational staff 
during the negotiation process should support attainment of the goals and 
objectives the business has set for itself in terms of its Business Plan and its 
Marketing Plan 

 In accordance with all legal requirements – see later slides 

 With due regard for all applicable ethical constraints and considerations – see later 
slides. 

Class Activity – Handout 

Trainer obtains sample Business and Marketing plans from relevant industry or industry 
sector as appropriate to trainees and: 

  Distributes same to trainees 

  Explains briefly what they are used for with reference to the specific content of the 
plans being used 

  Identifies aspects from the plans which need to be addressed and considered 
during negotiations. 
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52.  Trainer presents to trainees more questions which need to be answered before entering 
into negotiations to ensure business and marketing objectives of the organisation are 
attained: 

 What are the organisation‟s aims? – for the area under negotiation or discussion in 
marketing terms. Never assume they are known or „obvious‟ 

 Is the business trying to attract a new target market or sector? If they are this 
usually means they are willing to offer extra to initiate a relationship 

 Is the business looking to move out of one market into another? As above 

 What are personal workplace parameters? – in terms of decision-making relating to 
areas such as prices and costs (what is the minimum acceptable selling price? Or 
alternatively, what is the most we are prepared to pay to a supplier?). 

Class Activity – Guest Speaker 

Trainer arranges for an experienced industry negotiator to attend and: 

 Talk of their negotiation experience describing: 

  The topics they have negotiated 

  The people or organisations they have negotiated with 

  Outcomes they have achieved 

 Describe the planning and preparation they undertake prior to a negotiation 

 Presents tips and advice for negotiating – including „Do‟s‟ and „Don‟ts‟. 
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53.  Trainer continues to present more questions needing to be answered prior to 
commencing negotiations: 

 What discounts can be offered or put on the table? Who is entitled to them? 

 What specials, deals or packages can be developed to suit possible client needs, 
wants, preferences? What things cannot be offered? 

 How can the „product‟ being offered or negotiated? What extra can be given or 
included in a deal? 

 What target markets are being pursued during the time period under consideration?  
Remember target markets for a business can change over time, so what is sought 
today may be out-of-date in three months time and be irrelevant or of less 
importance. 
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54.  Trainer continues to present more questions needing to be answered prior to 
commencing negotiations: 

 What image or market position is the business seeking to create or maintain? This, 
too, is subject to change, so it is important any negotiated solutions are in accord 
with these requirements. For example: 

 Is the business seeking to create or sustain a market position of „low fares‟, or 
„value-for-money dining‟, or „budget accommodation‟? 

 Or is the business targeting an elite market position based on highest quality, 
best service and corresponding high prices or rates? 

 What specific departmental objectives are being pursued? For example: 

 Is the department or revenue centre looking to become established in a new 
target market? 

 There is little point negotiating a deal with a group of young, overseas 
backpackers when the venue has a revised focus on domestic senior citizens 

  What are others within the business doing? It is critical the right hand knows what 
the left hand is doing – it is important two people from the one organisation do not 
contradict each other in the public domain, pulling in different directions or sending 
confusing messages when negotiating with other parties. 

 

  



Notes and PowerPoint slides 
 

 

78 
© ASEAN 2012 
Trainer Guide  
Establish and maintain a business relationship 

 

Slide 

 

Slide No Trainer Notes 

55.  Trainer urges trainees to remain alert to and aware of the fact in our industries „change 
is constant: 

 The venue offers different products, services and facilities over time – as it changes 
to reflect identified customer need, incorporate new technology, comply with new 
legislation, align with revised internal requirements (plans or policies) 

 Customers change over time – as their age changes; as their needs, wants and 
preferences change; as the venue attracts new and different customers 

 Seasons change – offers and packages alter with seasons 

 Public holidays, events, festivals occur – and most venues seek to develop and 
offer specific offers or packages for these „special events and occasions‟.  
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56.  Trainer highlights to trainees they are obligated to comply with all legal requirements 
applying to business in their home country explaining legal obligations can be imposed 
by: 

 Legislation – the Acts and statutes of the country in which the business is operating: 

 Where a business operates in different countries, it must comply with laws of 
each of the countries in which it works – it cannot simply comply with the 
requirements of its „home‟ country, or the country in which its head office is 
based 

 Regulations – most legislation features „regulations‟ established to provide guidance 
and direction to enable the requirements of legislation to be met: 

 These regulations have the full force of „legislation‟ and must also be complied 
with. 

Trainer emphasises it is imperative all negotiations comply with the law of the land, and 
one of the most important aspects is all negotiations must be conducted in a „fair‟ 
manner free from misleading statements, fraudulent misrepresentation and dishonest 
practices or inferences. 
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57.  Trainer explains to trainees that to identify the legal constraints applying to their 
workplace and under which they required to work they can: 

 Speak to supervisor, manager or the owner of the business 

 Talk to more senior and experienced work colleagues 

 Make contact with authorities or agencies who monitor and control the industry – 
these are government bodies with legislated responsibility for a range of issues 
such as (but not limited to): 

 Fair trade 

 Employment 

 Equal Opportunity 

 OHS 

 Liquor, food, gaming and tobacco 

 Visit relevant websites – of the authorities for the areas listed immediately above 

 Ask questions of industry associations and employer and employee bodies. 

Class Exercise (1) – Handouts 

Trainer provides handouts to trainees relating to relevant aspects of host country 
legislation and regulations as appropriate to the industry or sector represented by the 
trainees, and: 

 Distributes same 

 Discusses key points with trainees 

 Highlights main points trainees must comply with. 
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Class Activity (2) – Guest Speakers 

Trainer arranges for representatives (officers or inspectors) from authorities identified 
on this slide to attend, and: 

 Explain obligations trainees are under in relation to legislated requirements 
applicable to their area/authority 

 Provide handouts identifying and capturing these obligations 

 Refer trainees to extra information including addresses, telephone numbers and 
web site addresses.  
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58.  Trainer explains to trainees where a business – and in some cases, individual staff – fail 
to comply with legislated requirements, the consequences may include: 

 Verbal and or written warning issued by the authorities – no further action taken but 
the business is likely to be visited and inspected with an increased frequency 

 A monetary fine – which may, or may not, require attendance at a Court of law 

 A term of imprisonment – fines are often applied in addition to gaol time 

 Official and binding directive or „order‟ – this may be to: 

 Undertake some action – such as make repairs, clean or repair equipment, train 
staff, change an existing practice 

 Refrain from taking some action – such as direction to stop doing something 
(such as to stop advertising a nominated product or service; to stop treating 
people a certain way) 

 Business closure – in extreme cases of (usually, repeated) non-compliance the 
business may be closed down. This is usually achieved by authorities removing or 
revoking its licences and permissions to trade/ and operate as a business and or to 
be registered as a business. 

 

  



 
Notes and PowerPoint slides 

 

© ASEAN 2012 
Trainer Guide 

Establish and maintain a business relationship 
83 

 

Slide 

 

Slide No Trainer Notes 

59.  Trainer explains to trainees ethical constraints („requirements‟) are business practices 

the organisation elects to comply with which means businesses have a choice about 
whether or not they comply with them, but highlighting some ethical constraints are 
imposed by various agreements the business subscribes to and compliance with their 
requirements is, in many ways, „mandatory‟. 

Trainer identifies these ethical constraints/requirements can arise as a result of: 

 The standards the business publicly makes about itself – such as the promises and 
content in their Vision Statement, Mission Statement and/or Value Statements. 
These statements are developed to: 

 Reflect cultural and community expectations 

 Respond to cultural and community influences 

 Position the business in the marketplace 

 Indicate the intentions of the company in all its dealing with all its stakeholders 

 The policies and procedures of the business – which reflect the public statements 

 Head office directives – where the business operates under control from a remote, 
controlling body: head office nearly always has authority to instruct 
branches/venues about what they can and cannot do. 

Class Activity – Handouts 

Trainer obtains sample public statements (mission statement; vision statement; 
statement of values) and company policies for businesses relevant to the 
industry/sector to which trainees belong, and: 

 Distributes them to the class 
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 Reads through them with trainees explaining each statement and policy and 
indicating how these public statements and policies can limit/constrain the way in 
which people negotiate on behalf of the venue, and restrict offers that can be made 
and/or deals which may be able to be made. 
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60.  Trainer continues to advise trainees about ethical constraints identifying and explaining 
sources of these limitations: 

 Codes of Practice – as developed by industry associations. When a business joins 
an association they agree to uphold and comply with these (usually public) 
statements identifying: 

 The way they will do business – with customers, suppliers, the local community 

 Staff performance – when dealing with customers, highlighting (for example) 
need for respect, proper communication, honest and accurate information 

 Things they will and will not do – to comply with the law and to meet general 
community expectations 

 Guarantees they make to their customers – regarding service delivery and 
action to be taken to resolve issues in the event of complaints or dissatisfaction 

 Commitment to various environmental, cultural, local and industry-specific 
issues of concern to the public – many businesses identify a „triple bottom line 
approach‟ (3BL) to the conduct of their business indicating they will pay 
attention to the planet and the people they impact, as well as the profit they 
seek to make. 

Class Activity – Handouts 

Trainer obtains Codes of Conduct or Practice from industry sources appropriate to the 
industry or sectors relevant to the trainees, and: 

 Distributes same to trainees 

 Reads through them identifying the ethical constraints expressed in each document 
which impact on business operations 

 Indicates how these documents will restrict, or provide parameters for, negotiations.  
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61.  Trainer continues to advise trainees about ethical constraints identifying and explaining 
sources of these limitations: 

 Social and moral imperatives – these may be covered by legislation or may be 
„mandatory‟ requirements under certain Codes of Practice, or they can simply be 
decisions the business takes to do „the right thing‟ even where no formal 
requirement to so exists. In many cases, businesses elect to go beyond the basic 
legal, compliance requirements in these areas to demonstrate their commitment to 
the cause. Issues in this category can include: 

 Protection of children – in relation work exploitation and or sexual exploitation 
(where no or insufficient legislated obligations apply) 

 The environment – in relation to reducing energy use, re-cycling initiatives 
lowering the impact of business on the environment, and sustainability 

 Cultural sensitivity – towards groups of people and geographical locations 

 Remuneration – providing a fair day‟s pay for a fair day‟s work 

 Rainforest alliance commitments. 
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62.  Trainer states to trainees breaching an ethical constraint will not result in a legal penalty 
(as identified previously) being applied unless the breach also entails breaching a legal 
requirements explaining breaching ethical constraints may result in: 

 A warning from head office or an association – continued breaches may result in: 

 Termination of agreements – especially where the agreement specified there was a 
need to adhere to nominated ethical standards 

 Expulsion from the association – where continued breaches occur, or where the 
initial breach is far-reaching, very public and or brings discredit to the industry and 
or the association 

 Sanctions – action taken to encourage wrong-doers to do the right thing. May 
include higher fees and charges; refusal of attendance at meetings, seminars and 
conferences; restricted access to products, services, information 

 Negative comments in the media – which have the potential to negatively impact 
sales and the market position and image of the business. 

Trainer also highlights from the point of view of negotiation, compliance with ethical 
constraints is normally as important as compliance with legally imposed obligations. 

Class Activity – Demonstration (Repeat of previous Demonstration using different 

participants) 

Trainer arranges for two (or more) appropriate parties – which can include the trainer – 
to attend and: 

 Describe the negotiation demonstration to be presented – giving context, identifying 
parties, explaining goals and objectives, setting out parameters each party has 
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  Role play the negotiation process 

 Provide a debrief to the trainees at the conclusion of the demonstration. 

 Trainees to observe the demonstration, take notes and participate in the de-briefing. 
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63.  Trainer reminds trainees negotiations must: 

 Maximise the benefits to all parties involved: negotiation is not really the practice of 
exploiting the other party with a win-lose outcome 

 Accept not all negotiations will reach a positive outcome (that is, a deal may not be 
made) – but care must be taken not to destroy the potential for a positive outcome 
in the future or at the next negotiation. 
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64.  Trainer provides trainees with a range of tactics and techniques which have proved to 
be effective in negotiations stressing these can only be used where the business 
approves them: 

  If the other party walks out – trainees might: 

 Ask them to return – verbally ask them to come back 

 Re-frame statements – previously made; say the same thing in a different way 

 Make new offers – include new elements 

 Try and find a compromise – relating to the issue that caused the walkout. 

 

  



 
Notes and PowerPoint slides 

 

© ASEAN 2012 
Trainer Guide 

Establish and maintain a business relationship 
91 

 

Slide 

 

Slide No Trainer Notes 

65.  Trainer continues to present possible tactics for use in negotiation: 

 If the other party is delaying or stalling – trainees might: 

 Use this time – use it to cool off (emotionally), think again, plan new strategy, 
get additional information 

 Try for a compromise 

 Seek clarification – about the cause of the delay. 
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66.  Trainer continues to present possible tactics for use in negotiation: 

 If the other party has set limits (for example they have established boundaries of 
finance, personnel, time, price) – trainees might: 

 Explain why these limits are unacceptable – to the venue or business, giving 
actual reasons based on relevant issues applicable at the time 

 Respond with venue or department limits – so the other party understands the 
situation better, gains an understanding of the problems and parameters 
relevant to the issue 

 Engage in open discussion of limits – where more facts and honesty are key. 
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67.  Trainer continues to present possible tactics for use in negotiation: 

 If there is a deadlock – trainees might: 

 Claim you do not have the authority to make the change and buy more time to 
enable more thinking, input from others, re-thinking of your position, goals. 
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68.  Trainer continues to present possible tactics for use in negotiation: 

 If the other party keeps silent – trainees might: 

 Ask questions – to identify the cause of the problem; to gain more information to 
use in the process; to gain a better understanding of what the other party is 
thinking 

 Ignore the silence – do not react to it but keep talking, dealing, offering, 
negotiations 

 Respond with silence – allow the other party to break the silence. 
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69.  Trainer continues to present possible tactics for use in negotiation: 

 If the other party makes a personal attack (on you, a staff member, the business, 
service delivery) – trainees might: 

 Always ignore it – never counter-attack 

 If it continues, walk out. 

 

  



Notes and PowerPoint slides 
 

 

96 
© ASEAN 2012 
Trainer Guide  
Establish and maintain a business relationship 

 

Slide 

 

Slide No Trainer Notes 

70.  Trainer continues to present possible tactics for use in negotiation: 

 If the other party overloads the discussion with information – trainees might: 

 Summarise relevant issues and try to get back to main topic – as opposed to 
becoming involved or side-tracked with this information 

 Ignore the diversion and stick to the main topic – give a brief verbal or non-
verbal acknowledgement of what has been said, then revert to the main focus 
for the negotiation. 
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71.  Trainer continues to present possible tactics for use in negotiation: 

If the other party moves from general to the specific and vice versa – trainees might: 

 Stick to the point – acknowledging what has been said but bringing the discussion 
back to the point initially being discussed. This is intended to keep control of the 
negotiation. 
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72.  Trainer continues to present possible tactics for use in negotiation: 

If the other party acts as if they are stupid and do not know anything – trainees might: 

 Use questions to find out the other party‟s position and how much they know 

 Provide information – as intended or established prior to the negotiation process. 

Class Activity – Role Play 

Trainer develops a series of negotiation role plays (appropriate for the industry type or 
sector from which trainees come) based on the possible responses from „the other 
party‟ and: 

 Explains the context for each role play to the trainees 

 Selects a trainee to play the role of the venue or department negotiator – other 
trainees observe the role play 

 Plays the role of „the other party‟ 

 Conducts the role play presenting each trainee with a negotiation „problem‟ they are 
asked to address and resolve using the tactics already presented 

 Debriefs after each role play. 
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73.  Trainer identifies for trainees further negotiation techniques may include: 

 Identifying goals and limits – it is always useful to make it clear at the outset what 
the venue wants to achieve and the limits and boundaries regarding what can be 
done or offered. Doing this provides the parameters for the negotiation or 
discussion and helps to clarify what the other party can expect in terms of an 
outcome 

 Clarifying needs of all parties – this can often be a simply statement spelling out 
what the business wants to achieve and what it believes the other party wants to 
achieve. This can verify (or clarify) understanding regarding the requirements of the 
negotiation, and provides a good follow-on from identification of goals and limits as 
it supplies context and demonstrates the business has taken time to determine what 
the other party wants 

 Identifying points of agreement and points of difference – to help guide the 
discussion and to clarify for everyone the stage the negotiation has reached.  This 
also helps keep everyone on the same wavelength, thereby reducing the possibility 
for confusion and later criticism there was any deliberate deception or coercion. 
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74.  Trainer continues to identify for trainees further negotiation techniques: 

 Demonstrating research of the facts – it is important at an early stage to show to the 
other party research has been done to identify the relevant facts (schedules, prices, 
rates, availability, times, inclusion) in relation to the negotiation. Showing copies of 
appropriate facts or research is also influential as this proves the „hard facts‟ as 
opposed to relying on memory, or making up information to support discussions. In 
some cases, doing appropriate research may mean encouraging another, more 
qualified or better informed person to participate in the negotiation 

 Using appropriate language – critical are the use (and emphasis on) active listening 
and the use of open questions. Swearing should be avoided in all negotiations and 
industry (or other) terms used during the negotiation should be agreed on and 
understood by everyone present. This may mean spending time clarifying what 
certain words mean as different people have different interpretations. Even within 
the industry there are different interpretations of certain terms, phrases, acronyms 

 Using appropriate non-verbal communication techniques – with emphasis on the 
need for body language to match verbal communications. Be alert to noting and 
interpreting the non-verbal communication signals being sent by the other party. 
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75.  Trainer continues to identify for trainees further negotiation techniques: 

 Bargaining – this may be seen as the crux of negotiation: often the two parties are 
simply engaging in an elaborate „dance‟ to trade something for something. 
Frequently, those negotiating are more than happy to agree if they can walk away 
from the negotiations and be able to point to some „thing‟ or „point‟ they won from 
the other party: this is a very important point to remember – aim to make the other 
party look like they’ve won (this is the essence of a win-win outcome to negotiating) 

 Developing options – this involves quick thinking and creating possible solutions as 
various aspects, limits, pressures, restraints, egos and other factors emerge 

 Demonstrating appropriate cultural behaviour – always strive to be accommodating, 
polite and culturally sensitive. Avoid showing surprise or shock if the other party 
needs to accommodate a religious and or cultural need. Research prior to the 
negotiation process should focus on any possible cultural issues needing to be 
accommodated during the negotiation and as part of the deal or package being 
negotiated 

 Confirming agreements – confirmation of agreement should occur: 

 Immediately following reaching of agreement – to check for definite approval of 
what has been negotiated. It is important to write down the details of all such 
agreement 

 At the end of the negotiation session. 
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76.  Trainer presents to trainees the following actions will assist in maintaining a positive 
relationship with those with whom a business relationship is required: 

 Keeping in regular contact with clients who have been lost to the business (that is, 

those with whom the business has not done business in a long time) and with those 
with whom there is a successful relationship (that is, those who have made a 
purchase or enquiry in the past three months) – this may be: 

 A face-to-face visit or simply a phone call every three months 

 It may include putting the client on a mailing list (if the business operates mail-
outs of specials, or produce a newsletter-type publication) 

 Note: Sending „general broadcast‟ emails or facsimiles should only be done in 
accordance with organisation policy as many businesses believe sending these 
communications can be counter-productive (from a PR/goodwill perspective) 
where the recipient does not wish to receive/read them 

 Following up with clients – where a deal has been made or they have made a 
purchase and they have used the products or services, it is wise to follow-up with 
them to see how things went. Ask them some basic questions (and then show a 
genuine interest in their replies): 

 „How was the trip/holiday?‟ 

 „Did you enjoy your cruise?‟ 

 „How did the function go?‟ 

–  This gives an opportunity to gather feedback, and to rectify any problems 
perceived by the customer, or which actually occurred 

–  It also demonstrates an on-going interest in them proving company interest 
does not evaporate immediately their function or event or trip has finished. 
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Class Activity – Internet Research 

Trainer provides internet access to trainees and ask them to: 

 Visit http://www.kantola.com/Margaret-Neale-PDPD-11-S.aspx 

 View clips 1, 2 and 3 on this sites 

 Take notes on information and lessons learned 

 Report back to the class about lessons learned. 

 

  

http://www.kantola.com/Margaret-Neale-PDPD-11-S.aspx%20-%20Clips%201,2
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77.  Trainer advises trainees for many negotiations a team effort is required to provide the 
basis for the discussions that will occur identifying the „team‟ may include: 

 The other party – and or their representatives 

 Specialist members from the workplace – who have particular required knowledge, 
skills or experience 

 Management – with authority to make decisions about issues not included as part of 
personal scope of authority. 
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78.  Trainer indicates all information used as part of negotiations must be: 

 Comprehensive – all the relevant information about a deal must be provided and 
discussed; not just the ‟good‟ bits 

 Accurate – nothing must misleading; information should be checked for accuracy 
before being used; it must relate specifically to the substance of the negotiations 

 Current – the prices and other details and data must be what applies „at this time‟ or 
for the time the negotiation relates to (where this is some future date). 
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79.  Trainer explains to trainees all information used in a negotiation needs to be 
comprehensive, accurate and current because: 

 It is the basis of „the deal‟ – and the other party is entitled to rely on it as being 
correct 

 Insufficient, poor, dated or wrong information is highly unprofessional – and 
severely damages the reputation and image of the business 

 The other party uses it to make a decision – to buy or not to buy 

 The business can be held legally liable if they provide false or misleading 
information. 

Class Activity – Discussion 

Trainer arranges for a legal profession al to attend and talk to trainees about: 

 The obligations they are under in relation to information provided as part of a 
negotiation 

 The possible results where false or misleading information is used as part of the 
basis for a negotiated deal 

 Checks they should make before giving information to others as part of a 
negotiation process. 
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80.  Trainer advises trainees information and input from colleagues in relation to a 
negotiation should: 

 Provide history about previous dealings with the other party – indicating (for 
example): 

 The tactics they may use or have used in the past 

 Their needs, wants and preferences – likes and dislikes 

 Their parameters 

 Who was involved 

  Supply factual information for use in the negotiation – such as: 

 Prices, dates, times, minimum numbers, schedules, availability 

 Limitations 

 Company policies, procedures and protocols. 
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81.  Trainer continues to advise trainees about information that colleagues may provide to 
assist with negotiations: 

 Generate historical data, statistics and or information – such as: 

 Previous purchases made by the other party 

 Conversion rate – queries converting to sales or bookings 

 Demonstrated previous needs, wants and preferences of the other party 

 Assist with trialling the negotiation process – by: 

 Suggesting tactics and techniques 

 Participating in a role play as the other party – and deliberately asking awkward 
questions, demanding „better‟ deals and refusing to agree to proposals 

 Providing feedback on personal negotiating performance in negotiation trials 
and practice sessions. 
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82.  Trainer discusses the role of feedback from the other party as part of the negotiation 
process, highlighting: 

 Feedback must be continually sought – throughout the negotiation process, and 
responded to (where possible) in order to move the negotiation forward to a 
successful (mutually beneficial) outcome  

 Feedback may be: 

 Positive – agreeing with statements, offers and or points of view. Where 
feedback is positive this indicates a need to continue with the planned 
negotiation – continuing to present the prepared offer, not making additional 
inducements to buy, adhering to prepared prices, terms and conditions 

 Negative – disagreeing with what is being offered or presented, and requiring 
change to bring the negotiation to a successful conclusion. Where feedback is 
negative this indicates a need to revise the planned approach – and pay 
attention to identifying the exact cause of the negativity so appropriate 
alternative offers or suggestions can be made. 

Class Activity – Discussion 

Trainer leads a discussion on why „negative‟ feedback is good. 

Possible reasons include: 

 It is a sign the other party feels comfortable to provide such feedback 

 It is a great insight into their responses to offers, ides that have been suggested to 
them 

 It demonstrates they are still engaged with the process 

 The information it contains can provide the basis for a revised offer 

 If handled correctly, it demonstrates a willingness to listen, compromise, and 
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83.  Trainer informs trainees that feedback from the other party may be provided in verbal 
and non-verbal form stressing attention needs to be paid to: 

 The words spoken – as individual words or terms or expressions can carry different 
nuances or meanings 

 The force or passion with which statements are made – to determine if statements 
are deeply held or peripheral to the discussion or negotiation 

 The body language and facial expressions accompanying the spoken word – to 
identify if the verbal statements are truthful or not. 
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84.  Trainer urges trainees to use feedback from the other party in their negotiations giving 
them tips on using it stating keys are: 

 Thank the person giving the feedback, and respect their view – try to separate the 
person giving the feedback from the feedback given. Thanking them encourages 
them to continue providing feedback 

 Clarify the feedback by repeating it back to them, or by paraphrasing – make sure 
the feedback is properly and fully understood 

 Reflect on the feedback – to determine whether the feedback was reasonable and 
accurate 

 If feedback is reasonable and accurate – act on it. If there is a problem indicated 
within the feedback, take appropriate action to remedy a situation or to make sure 
there is no recurrence of a bad situation. 
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85.  Trainer continues to give trainees tips on using feedback from the other party as part of 
the negotiation process: 

 Always remain within designated scope of authority to act on the situation – never 
offer more inclusions, or cheaper prices, exceeding individual authority to do so. 
Sometimes there is simply a need to accept a successful outcome can never be 
reached for every negotiation entered into 

 If feedback is not reasonable and accurate – work it through with the sender: 
explain why the feedback is considered inaccurate, or misguided (as appropriate). 
Be prepared to stand ground, using facts or evidence as the basis for such a 
response 

 Learn from the experience – everyone makes mistakes. If a mistake has been 
made, accept the mistake, acknowledge it and promise not to repeat it.  Remember 
“the person who hasn‟t made a mistake hasn‟t made anything” – mistakes are how 
most people learn/gain experience. 

 

  



 
Notes and PowerPoint slides 

 

© ASEAN 2012 
Trainer Guide 

Establish and maintain a business relationship 
113 

 

Slide 

 

Slide No Trainer Notes 

86.  Trainer tells trainees when they are giving feedback as part of the negotiation process 
the following tips should be adhered to: 

 Be positive and constructive – even where negative feedback has to be provided, 
make sure it is accompanied by something positive. Consider using the „positive-
negative-positive‟ sandwich approach, sandwiching the negative comment between 
two positives – for example: 

 “We can certainly provide travel on the dates and at the times you want but 
unfortunately the price for those times is not negotiable: we can however 
provide some discount vouchers, a free travel bag and our Priority Service with 
this purchase.” 

 Make sure all feedback is fact-based – there is a need to always be able to, if 
challenged, provide evidence to support any feedback given. If an opinion is 
expressed that deal or package is the best value available, there is a need to be 
able to prove this is the case. 

Class Activity – Individual Exercise 

Trainer gives trainees time and asks them to: 

 Describe and give appropriate context for a mock negotiation process they might be 
involved in 

 Identify a situation within that negotiation process where they have a need to 
provide negative feedback to the other party 

 Develop a statement for how such feedback may be provided using a „positive-
negative-positive‟ sandwich approach 

 Demonstrate delivery of the prepared „positive-negative-positive‟ sandwich. 
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87.  Trainer continues to give advice to trainees on providing feedback: 

 Respect the feelings of the person you are providing feedback on, or to. Realise 
providing feedback has the potential to nearly always impact on what the other 
person thinks, believes in or is committed to. If statements are likely to impact on 
people‟s feelings, consider using the „feel-felt-found‟ approach: 

 “I can understand why you feel [or „think‟] the way you do – others have felt [or 

„thought‟] the same thing but they have found this option really is the best 
choice providing excellent value-for-money and meeting the vast majority of 
their needs.” 

 Immediate feedback is more effective than delayed feedback. Providing feedback 
on-the-spot is usually best as it allows the discussion or negotiation to develop 
based on the reality at the time. Even negative feedback is best provided 
immediately 

 Restrict your feedback to only those things that can be changed – it is best to 
provide feedback on issues the other party has the ability to alter. If they are 
adamant they cannot increase their purchase prices, then feedback needs to 
address reducing inclusions, service levels, quality, or some other factor. 
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88.  Trainer informs trainees at the conclusion of any negotiation it is often (but certainly not 
always) necessary to communicate the results to appropriate colleagues and 
stakeholders highlighting this communication should occur: 

 Within appropriate timeframes – as defined by the business: for example, „same 
day‟, „within 24 hours‟ 

 As soon as possible 

 Literally within seconds of the deal having been concluded. 
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89.  Trainer identifies for trainees the means of communication relating to outcomes of 
negotiations commonly involve: 

 In person – using face-to-face, verbal communication allowing the other person to 
ask questions, clarify issues and provide feedback 

 By phone – in many instances, certain people (major stakeholders, management) 
will both appreciate and require notification of the results of some negotiations, 
immediately. This may involve calling their cell phone or even their home number to 
pass on the outcome especially where the negotiation was an important one 

 Via e-mail – larger premises use their internal e-mail as a standard communication 
tool. It is certainly quicker to type one message and send it to multiple recipients, 
than to have to ring a dozen or so people and tell them. 
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90.  Trainer names for trainees those with whom communication may need to occur 
following conclusion of negotiations: 

 Anyone who was involved in the negotiation process – this would include anyone 
who did research, and anyone who prepared documents, samples or reports or 
techniques and tactics used in the process 

 Business owners, managers and departmental heads, supervisors, and or boards of 
directors 

 Departmental personnel from key support departments – such as finance staff, 
marketing personnel, HR staff, IT 

 Suppliers and support services who may have been advised to be on „standby‟ 

 Head office – to advise of important or significant outcomes, or to comply with 
organisational reporting policies and procedures 

 Specific operational departments potentially involved in servicing/providing 
whatever was the content of the negotiation – for example, in a hotel this may mean 
communicating results of negotiations to stores, cellar, kitchen, security, 
housekeeping, front office. 
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91.  Trainer states to trainees in some circumstances (or in accordance with policy) 
management may require a written report on certain negotiations and these reports 
should detail issues such as: 

 Those involved in the negotiation – by name, title and position 

 The basic issues involved – an outline to set the scene or context 

 Attempts at resolution and solution – what was offered and said; who said what 

 Reasons the above attempts failed or were rejected – if applicable: some 
negotiations do not feature any rejection but this is not common/usual. There is 
usually some contestation of what is offered, but not always. 
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92.  Trainer continues to advise trainees about content of written reports required when 
preparing a written report on negotiations: 

 All relevant figures, data and statistics – prices, quantities, dates, discount 
percentages, commission percentages 

 The desired position or preferred outcome for the business including room that was 
available to manoeuvre 

 Details of final offers made 

 The final result 

 Who was notified, when and how 

 Lessons learned – from the negotiating process about „the art of negotiation‟ and 
the „other party‟ and their tactics and strategies 

 Recommendations for future action in relation to the negotiated outcome or result 
achieved – what is the next step? The next several steps? What timelines apply? 
What resources are required? 

Class Activity – Guest Speaker 

Trainer arranges for suitable management-level person to attend and: 

 Talk to trainees about their notification protocols – who is notified, when, how and 
why 

 Provide a sample notification written report 

 Provide tips for communicating results of negotiations. 
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93.  Trainer provides a recap of the Element asking questions to check trainee 
understanding and responding to questions from trainees, as required. 
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94.  Trainer provides a recap of the Element asking questions to check trainee 
understanding and responding to questions from trainees, as required. 
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95.  Trainer provides a recap of the Element asking questions to check trainee 
understanding and responding to questions from trainees, as required. 

 

  



 
Notes and PowerPoint slides 

 

© ASEAN 2012 
Trainer Guide 

Establish and maintain a business relationship 
123 

 

Slide 

 

Slide No Trainer Notes 

96.  Trainer provides a recap of the Element asking questions to check trainee 
understanding and responding to questions from trainees, as required. 
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97.  Trainer identifies for trainees the Performance Criteria for this Element, as listed on the 
slide. 

Class Activity – Discussion 

Trainer asks trainees questions regarding making formal business agreements by 
asking questions such as: 

 What formal business agreements have you been involved in negotiating or 
making? 

 What form have they taken? 

 What have they covered? 

 What terms and conditions have been included? 

 Who was involved in approving the final document or agreement? 

 What specialist advice was involved in preparing the agreement? 

 How long did the process take? 
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98.  Trainer tells trainees after negotiations have been successfully concluded are 
commonly instances where it is necessary to confirm the agreed arrangements, in 
writing, noting: 

 Many arrangements remain purely verbal, and these verbal arrangements serve 
quite acceptably as the sole basis for future action and can be legally binding 

 Contracts or agreements in written form provide clarity as to what was agreed to 
and the obligations on all parties – written agreements also allow other personnel to 
interpret what was agreed to 

 A solicitor may be engaged to put the agreement into writing – this is time 
consuming and costs money, but may well be the best course of action where a 
substantial sum of money is involved or where the arrangements are complicated. A 
solicitor will ensure all legalities are complied with, and will protect business 
interests (as well as the interests of the other party): should things go awry, using a 
solicitor always provides better avenues of recourse to recover money and to 
protect the business. It should be noted the vast majority of business agreements 
never involve legal counsel 

 The venue can use a standard pro forma contract (form) as the basis for the 
agreement – with relevant details (time, dates, numbers, destinations, prices) 
entered into the appropriate places and the form signed by both parties. 

Class Activity – Handouts 

Trainer obtains industry sample of pro forma or written contract and: 

 Duplicates same and distributes to trainees 

 Explains contents 
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 Highlights legal obligations on both parties flowing from the document 

 Draws attention to how much more difficult it would be to discharge the 
requirements of the agreement without it being in written form. 
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99.  Trainer provides trainees with basic information regarding contracts stating: 

 A contract is an agreement enforceable at law 

 An essential feature of the relationship formed by a contract being a promise by one 
party to do (or refrain from doing) certain specified acts 

 The vast majority of all contracts are known as simple contracts: this is not to 
indicate their composition or associated issues are simple in nature, but this term 
separates them from other types of contracts (such as Contracts under seal, and 
Contracts under record). Simple contracts may be: 

 Formed orally 

 In writing 

 Implied (by courts, at a later date) from the actions of the parties. 
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100.  Trainer highlights to trainees there are six elements to a valid and enforceable contract 

and all elements must be present for a contract to be valid and enforceable: 

 Intention to create legal relations – both parties must intend to enter into legal 
contractual relations: the relationship cannot just 'happen' 

 Agreement – there must be both an 'offer' and an 'acceptance'. One party must 
make an offer and the offer must be accepted by the other party.  Note just having 
the price of an article on the shelf or on an article does not constitute 'offer' but is 
what is legally known as an 'invitation to treat'. The price is inviting the buyer to 
make an offer 

 Consideration – there must be a promise of 'something for something'. Note the 
terminology used here ('consideration') does not refer to the mental activity of 
applying one's brain to reflect on, contemplate or consider the contract.  Note also 
the law is not concerned with the amount (or value) of the consideration, hence 
'peppercorn rentals' (very cheap prices for something which should/could be much 
more expensive) are quite legal. 

Class Activity – Guest Speaker 

Trainer arranges for a solicitor to attend and discuss with trainees the legal concepts 
and related issues as identified on this and associated slides. 
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101.  Trainer continues to give trainees the six elements of a valid contract: 

 Capacity – the parties must be legally able to contract, not prevented by their status 
from entering into contractual arrangements. People who are drunk, for example, 
are not of legal capacity 

 Certainty of terms – the contract must not be marred or confused by mistake, 
misrepresentation or fraud. There should be no confusion about what obligations 
arise from entering into the contract – there should be clarity of intent 

 Legality of objects – the purpose of the contract must not be illegal. 
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102.  Trainer advises trainees that if one or more of the six elements of a contract is missing 
then a contract will be deemed to be one of the following: 

 Void – the contract will have no legal effect at all 

 Voidable – where only one of the parties may avoid the contract, or alternatively 
may compel the other party to perform their share 

 Unenforceable – here the contract is prima facie valid but no legal action can be 
brought because of (perhaps) some lack of procedural requirement requiring the 
contract to be in writing. In addition, there may be a statement to the effect that the 
written document was never intended to be a binding document due to, for 
example, lack of intention to create legal relations 

 Illegal – where purpose of the contract is contrary to public policy or statute. 
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103.  Trainer stresses to trainees in relation to formation of contracts there must be: 

 Certainty between parties about the contents and focus of the contract 

 Consent of the parties – which must be must be genuine, or the contract may be 
avoided noting contracts involving mistake, misrepresentation, duress and undue 
influence may affect the validity of a contract – see later slides for more information 
on all these. 

Class Activity – Guest Speaker 

Trainer arranges for a solicitor to attend and discuss with trainees the legal concepts 
and related issues as identified on this and associated slides. 

 

  



Notes and PowerPoint slides 
 

 

132 
© ASEAN 2012 
Trainer Guide  
Establish and maintain a business relationship 

 

Slide 

 

Slide No Trainer Notes 

104.  Trainer explains to trainees there are four kinds of mistake: 

 Common Mistake 

 This refers to the situation where both parties make the same mistake. For 
example, where the parties are unaware the subject matter of their contract has 
been destroyed 

 This type of mistake must relate to the subject matter of the contract (not to a 
peripheral issue) before the courts will hold no contract was made 

 Where the common mistake refers to accidental qualities of the subject matter 
the courts are generally reluctant to hold that the contract is void ab initio (from 
the beginning) 

 Mutual Mistake 

 Here both parties understand each other but are at cross purposes 

 For example, A offers to sell a bottle of wine to B. B accepts the offer believing 
it to relate to A's 1960 Malbec. In fact, A was offering to sell his 2006 
Chardonnay 

 There can be no real agreement because the parties are at cross purposes and 
so there is no correspondence between offer and acceptance 

 Unilateral Mistake 

 This is where only one of the parties is mistaken, and the other party is (or 
ought to be) aware of this 

 For example, where A believes he is contracting with B, whereas he is in fact 
contracting with C, and C knows of this error but fails to inform A of this 
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 The contract is then void 

 Non est factum ('it is not my deed or option') 

 This is a mistake as to the nature of the transaction 

 A signed document is not binding on the party signing it if she or he was 
induced to believe she or he was signing a document that was „fundamentally 
different‟. 
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105.  Trainer tells trainees misrepresentation falls into two classes: fraudulent 
misrepresentation and innocent (though nonetheless negligent) misstatements 
highlighting  the reason for the distinction is the difference in consequences and 
stressing misrepresentations do not form part of the contract and so do not give rise to 
claims for damages but may allow the aggrieved party to repudiate the contract: 

 Fraudulent misrepresentation – see following slides 

 Innocent misrepresentation: 

 This misrepresentation is innocent in that the representor believes his assertion 
to be true and consequently has no intention of deception 

 The representee cannot obtain damages for an innocent misrepresentation. 

 

  



 
Notes and PowerPoint slides 

 

© ASEAN 2012 
Trainer Guide 

Establish and maintain a business relationship 
135 

 

Slide 

 

Slide No Trainer Notes 

106.  Trainer discusses fraudulent misrepresentation with trainees identifying: 

 This is a false representation of fact made with the knowledge it is false, or is a 
statement or representation made carelessly or indifferently without any real regard 
to what may be the true facts – see following slides for further explanation 

 Damages can result from successful action. 
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107.  Trainer explains to trainees that for fraudulent misrepresentation to be actionable it 

must be all of the following: 

 A false statement – the statement must be untrue 

 And fraudulent – it must be intentionally designed to mislead and be deliberately 
know to be untrue 

 Representation – the statement must be such that it relates to (represents) the 
issues being discussed or negotiated 

 Of fact – the statement must be asserted as a fact, or relate to something that is a 
fact 

 Made by one person to another – the statement must be communicated between 
parties 

 With the object of inducing the other to alter his position to his prejudice – the 
intention of making the statement must have been to convince the other party in a 
way they would not have been convinced 

 And which actually induces the other to alter his position to his prejudice – the final 
decision of the other party must have been made depending/relying on the 
statement. 
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108.  Trainer advises trainees in relation to „silence‟ as this relates to contracts stating: 

 Silence cannot be taken to indicate agreement – meaning silence does not mean 
assent 

 Silence can amount to misrepresentation where a person makes a false statement 
believing it to be true, discovers later that he was mistaken but keeps silent about 
the initial innocent misrepresentation. 
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109.  Trainer discusses „duress‟ with trainees highlighting: 

 This consists of actual or threatened violence to the contracting party or their near 
family or close relatives, by or on behalf of the other contracting party 

 The contract is then voidable at the option of the threatened or injured party. 
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110.  Trainer indicates factors to trainees relating to „undue influence‟ explaining: 

 Is the improper use of a position of power or influence over another in order to 
induce the other to act for his benefit – for example, if a business threatens the 
other party they will use their influence or power to adversely impact the business of 
the other party if they fail to agree to the terms or conditions of an agreement then 
this is „undue influence‟ 

 This involves things such as offering an inducement or bribe (money, favours, 
promotion) and the special relationships that are deemed to exist between parent 
and child, patient and doctor, solicitor and client, priest and devotee. 

 

  



Notes and PowerPoint slides 
 

 

140 
© ASEAN 2012 
Trainer Guide  
Establish and maintain a business relationship 

 

Slide 

 

Slide No Trainer Notes 

111.  Trainer presents details relating to the „contents of a contract‟ stating during 
negotiations various topics and items of information will be discussed highlighting there 
can be a need to distinguish between „terms‟ of the contract and „representation‟ (often 
called „mere representation‟) stating: 

 A term is central to the contract – and breaching a term can give rise to the right to 
sue for breach of contract 

 Mere representation is information not central to the contract – and cannot be used 
as the basis for initiating „breach of contract action (unless the breach was 
deliberately fraudulent). 

Class Activity – Guest Speaker 

Trainer arranges for a solicitor to attend and discuss with trainees the legal concepts 
and related issues as identified on this and associated slides. 
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112.  Trainer advises trainees decisions about whether something is a „term‟ or just 
„representation‟ often need to be made by the Courts who will use the following as 
guidelines to determine what should apply: 

 The stage at which the crucial statement was made during the course of the 
transaction – the greater the time between the making of the statement and the 
eventual contracting then the more likely the courts are to infer the statement was 
merely inducement to the contract and not intended as a term 

 The importance attached to the statement by the parties – the more important it is, 
the more central it is to the agreement, the more likely it will be treated as a term 

 The form of the statement – where an oral statement precedes and finally produces 
a written contract in which the intent of the verbal statement is not set out, it is less 
likely that the statement is a term 

 Knowledge of the person making the statement – where the statement was made 
by someone possessing some special knowledge or skill as compared to the other 
party then such statement is more likely to be seen as a term. 
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113.  Trainer informs trainees if it is established a statement is to be considered as a „term‟ of 
the contract, then the next problem is to consider and rate its significance highlighting 
the obligations created by terms of a contract are not all of equal importance and so a 
further distinction must be drawn between a „condition‟ and a „warranty‟. 

 This question relates to the intention of the parties – the reason for making such a 
distinction at law is because the remedies are different for each area 

 If the term that is breached is deemed by the courts to be only a „warranty‟ then the 
injured party can only claim damages 

 If the term that is breached is seen to be a „condition‟ then not only are damages 
recoverable but the injured party can treat the contract as being repudiated by the 
party who is in breach 

 A condition then is a term going to the very root of the contract such that failure to 
perform it would render the performance of the rest of the contract something 
different in substance from what the defendant intended 

 When the courts assess a term to decide if it is a condition or warranty, they will 
take into account the context in which the contract was made and all the 
surrounding circumstances. 
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114.  Trainer introduces the concept of „exclusion clauses‟ to trainees explaining: 

 Where a party seeks to limit their liability or to exclude liability, a clause to this effect 
may be inserted in the contract – these are known as 'exemption clauses' or as 
'exclusion terms‟ 

 Many are found in what is termed 'standard form' in many contracts – but courts are 
increasingly demonstrating they are more likely to determine a case in favour of the 
party to whom the exclusion clause was applied: for example, if a business inserts 
an exclusion clause and the other party ( a customer or client) contests it, courts are 
likely to find in favour of the customer or client 

 In the case of signed documents containing exclusion clauses, in the absence of 
fraud or misrepresentation, the party signing will be bound by these clauses 
whether they read the document or not. 
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115.  Trainer introduces the concept of privity to trainees informing them it applies to provide 
rules to govern the legal relationship which arises between various persons involved in 
a contract, highlighting  these rules are: 

 Parties to a contract cannot confer rights, or impose liabilities, upon anyone but 
themselves: 

 A person cannot incur liabilities under a contract if she or he is not a party to the 
contract – that is, she or he cannot sue or be sued on the contract 

 A person has no rights bestowed on them under a contract to which they were 
not a party. Note, however, where a person has benefits conferred on them 
under a contract between other parties, courts are increasingly finding for these 
persons. 
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116.  Trainer instructs trainees contracts are said to be discharged or dissolved when the 
obligations created by them cease to legally bind the parties explaining contracts can be 
discharged by: 

 Performance: 

 Most common way of discharging a contract: it is simply the fulfilment by both 
parties of the obligations they both agreed to perform 

 To secure 'absolute discharge' payment (where the other party agrees to pay 
for a product or service as their part of the contract) must be in legal tender for 
the full amount agreed. 'Conditional discharge' occurs when payment is made 
by cheque. When the cheque is honoured, discharge becomes absolute 

 If, however, the contract stipulates payment is to be made by cheque and the 
debtor settles by cheque which is subsequently dishonoured, the contract is still 
discharged: the creditor's only recourse is to sue on the cheque, not the 
contract 

 Where only a slight difference is apparent between performance and the intent 
of the contract, the courts will deem the substantial performance to represent a 
valid defence to a claim: entire performance is thus not a condition precedent 
for recovery as any breach can be compensated in damages, not in the voiding 
of the contract. Slight variations from the contract, thus, will not prevent a valid 
claim for damages 

 Tender or Attempted performance: 

 In the case of 'tender', the one party has tendered the exact amount of the 
agreement in payment but the other party has rejected the money for some 
reason. The debt still stands but the debtor does not have to seek out the 
creditor again, and, if the debtor is sued, the creditor will not be entitled to 
recover costs arising out of such action 
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 Where one party attempts to execute or perform their part of the contract but is 
prevented from doing so by the other party, they will be released from the 
contract and can sue for damages 

 Agreement: 

 Where both parties are still to fulfil their parts of the agreement, they may agree 
to end the contract by mutual consent 

 The agreement by both parties to end the contract will be seen to be sufficient 
consideration for the agreement of the other, and rescission will be complete. 

Class Activity – Guest Speaker 

Trainer arranges for an appropriate management-level person (or owner) of a suitable 
business to attend and: 

 Talk to trainees about their general experience with the discharge of contracts 

 Talk to trainees about when, how and why they may decide to pursue legal action in 
relation to a contract to which  they are a party 

 Explain the issues involved for a business when they decide to initiate legal action 
in relation to a contract 

 Discuss options available before legal action is taken in order to resolve contract-
related issues which could give rise to legal action. 
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117.  Trainer continues to present information regarding ways contracts can be discharged: 

 Frustration: 

 Here the law recognises circumstances may change so much a contract 
between parties may bear no relationship to what was originally agreed: a 
house which is at the centre of a contract may burn down, or an industrial 
dispute may make it impossible to complete a task by a set date 

 Frustration in this context is taken to embrace things that make further 
performance of the contract impossible 

 The result is both parties are excused from the contract and no further liabilities 
will accrue from that time onwards, however, obligations accrued prior to the 
event are still enforceable and action may be taken to recover against them 

 Breach: 

 When there is a breach of contract by one party it allows the other party to treat 
their obligations under the contract as being at an end 

 A breach occurs when one party directly or indirectly refuses to perform their 
obligations or promises, or when a party fails to fulfil any of the terms or 
conditions of the contract 

 The innocent party will be entitled to damages 

 Operation of law – see following slide. 

Class Activity – Guest Speaker 

Trainer arranges for a solicitor to attend and discuss with trainees the legal concepts 
and related issues as identified on this and associated slides. 
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118.  Trainer advises trainees „operation of law‟ as a way of discharging a contract can 
potentially occur in five ways: 

 Merger – where the parties sign a deed which covers the same content as the 
contract, the contract ceases to be by virtue of the merger. In effect a new contract 
is raised and there is mutual agreement about both the original and revised 
contracts 

 Material alteration to written document – where one party without the consent or 
knowledge of the other party changes the material content of the contract, this 
renders the contract, by law, invalid or voided. The intent of this is to protect the 
innocent party 

 Death – means that contracts for personal services are at an end.  Obligations 
already accrued are able to be claimed from the estate but no future liabilities can 
be incurred. Other contracts remain enforceable against the estate of the deceased 

 Insolvency (bankruptcy) – this results in the wiping off of all debts and the 
termination of all contracts. It should be noted that some people voluntarily go 
bankrupt as a means of escaping their debts and then start up again in business 

 Losing of the contract – while this does not affect the rights and obligations of the 
party, the problem is often in proving what was contained in the contract. Where the 
contents of the contract cannot be definitely decided upon the courts may terminate 
the contract: for this reason it is good business practice to keep a copy of all 
documents, especially contracts. 
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119.  Trainer tells trainees about their remedies for breach of contract: 

 Sue for damages – money awarded so as to put the party whose rights have been 
violated in the same position (as far as money can do) as if those rights had not 
been violated. Only loss resulting from aspects relating to the breach per se will be 
assessed as being worthy: losses deemed not to be connected directly to the 
breach in question will be said to be 'too remote' and thus disallowed 

 „Equitable remedy‟ comprises: 

 'Specific performance' meaning if the court decides in your favour, they will 
force the other party to perform their part of the agreement; or  

 'Injunction' where you seek, if the court finds for you, a court order preventing 
the other party from doing specific act(s). 

Class Activity – Guest Speaker 

Trainer arranges for a solicitor to attend and discuss with trainees the legal concepts 
and related issues as identified on this and associated slides. 
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120.  Trainer informs trainees any formal agreements entered into will bind the business to 
certain actions, and may hold the possibility of legal action, so all need to be checked 
and approved before they are signed, highlighting the following may be required and 
have authority to approve the signing formal agreements: 

 The owner or manager – of the business: whose focus will be operational matters 
relating to the contents of the contract as well as the financial arrangements 

 Finance and accounting department – who will approve financial matters with 
attention to deposits (how much and when they are to be paid), terms of trade, 
minimum numbers  

 The individual relevant department head – such as the Executive Chef, the Head 
Housekeeper or the Functions Manager: who will verify the items or services 
promises can, in fact, be delivered (when and as promised; for the price stated) 

 Sales and marketing department – who will need to update their database to reflect 
sales, identify the target market involved, revise (if necessary) their focus for 
marketing activities relating to the time identified in the agreement 

 The legal representative for the business – who will check the contract is legal, the 
interests of the business are protected. 
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121.  Trainer explains to trainees where approval for the agreement is not granted, options 
include: 

 Re-negotiation – to develop a new or revised contract or agreement 

 Withdrawing – not entering into re-negotiations. 
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122.  Trainer advises trainees it is common for businesses to seek professional specialist 
advice in relation to various contracts they are considering entering highlighting this 
advice may be sought from: 

 Legal specialists – solicitors: see following slides 

 Financial specialists – accountants, lenders: see following slides 

 Industrial relations specialists – see following slides. 
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123.  Trainer suggests to trainees specialist legal advice is likely to be needed when: 

 Entering into a relationship with a new party – that is, a business or person with 
whom the business has never had a relationship before 

 Entering into an agreement that is a new area for your organisation – that is, a 
contract involving provision of goods and or services you have never before 
contracted for 

 Legislation relevant to the agreement has changed – and (perhaps) there is 
confusion over new definitions, revised laws and emerging legal intentions and 
implications 

 The agreement involves a large sum of money – the exact definition of what is a 
large sum will vary between businesses. 
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124.  Trainer continues to identify situations where specialist legal advice may be needed: 

 There is a degree of urgency associated with the agreement – for instance, where it 
is critical a service/product is delivered or provided by a set date/time 

 The agreement involves a very high level of risk – and or public exposure 

 Where entering into a contract about something that previously gave rise to legal 
problems – which may include the threat of legal action as well as actual legal 
proceedings 

 The project is a long or large one – that is, something likely to go on for a number of 
months, or for a year 

 The nature of the agreement (the actions at the root of the agreement) is such that 
it is contentious, risky or liable to be actioned. 
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125.  Trainer advises trainees financial advice may be needed to: 

 Assist with determining the financial viability of a contract – by helping assess the 
revenues and costs associated and the final profit, return on investment and other 
financial indicators 

 Source funds to assist with discharging the obligations imposed by the contract – 
there can be a need for: 

 Short-term and or long-term loans 

 Overdrafts 

 Lines of credit 

 Determine alternatives for obtaining necessary equipment and materials to 
discharge a contract – such as: 

 Leasing 

 Renting 

 Extended terms of credit 

 Identify financial planning imperatives – related to: 

 Paying tax 

 Investment of profits 

 Business expansion (or contraction) 

 Investment options. 
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126.  Trainer advises trainees industrial relations advice may be needed in relation to: 

 Preparation of employment instruments and contracts – to support engagement of 
staff to perform work for a nominated contract 

 Determination of suitable remuneration and working conditions – as applicable and 
appropriate to the needs of individual contracts and or „unique‟ working conditions 
or requirements 

 Establishment of dispute resolution protocols – for specific contracts/work. 
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127.  Trainer continues to advise trainees industrial relations advice may be needed in 
relation to: 

 Resolution of IR issues and workplace disputes – relating to the contract and work 
undertaken as part of the contract 

 Staff recruitment, selection, training and induction – for employees required to 
enable discharge of the agreement 

 Discipline – regarding the need to fairly but appropriately take action against staff 
who are failing to perform and or who have breached some internal operating 
requirements(such as a business policy or procedure, or failed to achieve a 
designated performance target) 

 Determination or clarification of employer and employee roles and responsibilities – 
under a specific contract 

 Compliance with local employment and IR obligations – as imposed by law. 

Class Activity – Guest Speaker 

Trainer arranges for a suitable management-level person from a suitable industry or 
industry sector to attend and talk to trainees about: 

 Contract-related situations where they have engaged the services of external 
specialists 

 Why they elected to use these specialists 

 The advice they were given by these people 

 Action they took – or did not take – on the basis of information provided 

 Cost of this advice 
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 Whether they would continue to seek specialist advice of this type 

 Alternatives available for obtaining relevant legal, financial and IR advice. 
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128.  Trainer provides a recap of the Element asking questions to check trainee 
understanding and responding to questions from trainees, as required. 
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129.  Trainer provides a recap of the Element asking questions to check trainee 
understanding and responding to questions from trainees, as required. 
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130.  Trainer provides a recap of the Element asking questions to check trainee 
understanding and responding to questions from trainees, as required. 
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131.  Trainer identifies for trainees the Performance Criteria for this Element, as listed on the 
slide. 
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132.  Trainer continues to identify for trainees the Performance Criteria for this Element, as 
listed on the slide. 

Class Activity – General Discussion 

Trainer leads a general class discussion on fostering and maintaining business 
relationships  by asking questions such as: 

 Why is it important to foster and maintain business relationships with suppliers or 
customers? 

 Why is it important to be proactive in nurturing business relationships? 

 What experience have you had in nurturing business relationships? 

 What techniques have proved effective and ineffective in nurturing business 
relationships? 

 What can result if established agreements are not honoured? 
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133.  Trainer tells trainees they will want to foster and maintain business relationships with 
those organisations they are happy with and where a good working relationship exists, 
advising trainees the opportunities for establishing relationships are the same as those 
maintaining them. 

Trainer reminds trainees they must be proactive in their efforts – they can never rely on 
„the other party‟ to make contact and sustain the relationship. 

Class Activity – Discussion 

Trainer asks trainees to identify opportunities available for them to maintain contact with 
those with whom a business relationship is required. 

Possible answers include: 

 Informal social occasions 

 Industry functions 

 Association membership 

 Cooperative promotions 

 A program of regular telephone contact. 
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134.  Trainer tells trainees there is also a need to undertake research in order to 
professionally maintain business relationships indicating this research can relate to: 

 Talking to established network of industry contacts – to identify what „the other 
party‟ is up to – other suppliers and certain guests/customers can provide valuable 
insight 

 Keep an eye on the news in the media – for details about relationship partners are 
doing 

 Be observant about media advertising that is undertaken by the other party – what 
does it indicate they are doing? 

 Obtain relevant annual reports – and read them 

 Visit relevant web sites and opposition properties – to see what is new. 
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135.  Trainer asserts the rewards of taking the time and trouble to foster and maintain 
excellent business relationships are many, especially in the realm of the outstanding 
personal relationships and friendships that can emerge – other benefits include: 

 Peer support and a network – to bounce ideas off 

 An opportunity to learn from others and share personal experiences 

 Increased business opportunities for the enterprise 

 Chances to keep more up-to-date and better informed about the industry 

 Increased access to relevant information that is sometimes denied to those who are 
not „in the know‟. 

Class Activity – Excursion 

Trainer arranges a visit to a suitable business reflecting the workplaces/industries of the 
trainees for trainees to: 

 View the facilities 

 Speak to staff 

 Listen to management representatives discussing how they establish and maintain 
business relationships 

 Discuss with management why they establish and maintain business relationships 

 Sight documentation used within business relationships – such as contracts, 
databases, information gathering forms, scheduled call or visit lists. 
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136.  Trainer urges trainees to use and act on all new or revised information about customers 
reminding them this is the reason effort is made to obtain it in the first place presenting 
examples of action that may be based on information gained: 

 Contacting them to congratulate them on something they have done – such as an 
award they have won, a contract they have secured, milestones they have achieved 

 Contacting them to say you have noticed them in the newspaper, on TV or on the 
radio – their „public‟ appearance is a good and legitimate reason for making contact 
and growing the relationship 

 Contacting them to say you were talking to someone who mentioned their name – 
this indicates a common link between you and them, and indicates the value you 
place on them 

 Revising previous offers or suggestions made to them – to accommodate the new 
information you have obtained. 

 

  



Notes and PowerPoint slides 
 

 

168 
© ASEAN 2012 
Trainer Guide  
Establish and maintain a business relationship 

 

Slide 

 

Slide No Trainer Notes 

137.  Trainer continues to give examples of how information about a business partnership 
may be used: 

 Providing them with new/different materials – to reflect the new or different offers 
and suggestions made 

 Making contact with a new person – who has joined the other organisation, been 
promoted to a new position or who has moved into a role where they may need the 
services your business provides 

 Updating internal records and files – this may include: 

 Changing telephone numbers, email addresses as required 

 Modifying personal details of contacts – for example, recording their date of 
birth if it is identified (so a Birthday card can be sent); changing family details if 
they have a child (so conversation can include this fact) 

 Including news about products and services they have bought from other 
businesses into in-house files – as this nonetheless contributes to an overall 
understanding of their needs, wants, preferences, and experiences 

 Mention new learning or information to others in the organisation – so the 
knowledge is shared. 
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138.  Trainer highlights after an agreement is confirmed, it is then necessary to honour the 
agreement within the scope of individual responsibility stating this authority will: 

 Be explained to you when you join a business – as part of your Induction and 
orientation 

 Be relatively small to begin with – there may even be no scope of authority for the 
first few weeks or months 

 Grow as your experience grows – and enable and authorise you to do more without 
reference to other people. 

 

  



Notes and PowerPoint slides 
 

 

170 
© ASEAN 2012 
Trainer Guide  
Establish and maintain a business relationship 

 

Slide 

 

Slide No Trainer Notes 

139.  Trainer presents important points to note regarding scope of authority: 

 Fully understand what limits and parameters – clarify any ambiguities, talk to 
management and ask for workplace examples of what is allowed 

 Never act outside personal scope of authority – ever: if there is need to act outside 
personal scope of authority: 

 Refer the matter to a more senior person for their consideration and action 

 Ask a more senior person for direction, guidance and advice 

 Failure to adhere to existing scope of authority guidelines can result in all scope of 
authority permissions being revoked – in some cases, exceeding scope of authority 
can be grounds for dismissal. 
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140.  Trainer emphasises to trainees customers expect the business to honour agreements 
made, regardless of how they were made (written or verbal), and failing to meet these 
expectations: 

 Reduces levels of satisfaction – creating negative sentiment; more complaints; 
reduced repeat business 

 Harms the trust and rapport that has been established – because the business is 
seen to be lying and untrustworthy; once this is damaged it is very difficult 
(impossible?) to repair 

 Creates the impression the business is only interested in their part of the agreement  
(the cash, the booking) – and not focussed on fulfilling agreed requirements 

 Can give rise to legal action – such as damages and or enforced undertakings 

 Can result in adverse publicity – where the matter is raised in the media or 
otherwise made public 

 Destroys the potential for on-going relationships. 
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141.  Trainer states to trainees honouring agreements can also focus on the importance of 
meeting specific expectations: 

 Ethical business standards – as accepted by other business operators and 
members of the public 

 Achieving KPIs – such as : 

 The venue may agree to buy a nominated amount of a product within a given 
period 

 The client may agree to purchase a set number of rooms over a given period 

 The agency may agree to sell 50% of tickets through a nominated carrier 

 The venue may agree to generate $X of sales through a joint-venture partner 

 The supplier may agree to make 95% of its deliveries within 24 hours of orders 
being placed. 

Class Activity – Guest Speaker 

Trainer arranges for a manager or owner of a suitable business (from trainees 
perspective) to attend and: 

 Explain the importance of ongoing business relations 

 Give examples of these relationships identifying the mutual benefits flowing 

 Describe how agreements between these people or organizations are sustained, 
maintained, fostered 

 Identify what can be (or should be) involved in honouring agreements which are at 
the heart of these relationships. 
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142.  Trainer indicates to trainees there can often be a need to make adjustments to existing 
arrangements and/or agreements highlighting where the need to do this arises: 

 Apply appropriate interpersonal skills – be flexible, polite, friendly  - when advising 
or seeking to make changes 

 Be clear about the changes required – be aware of the facts, know the (revised) 
outcome to be achieved, be aware of the constraints and parameters 

 Many changes can be successfully negotiated without the need to formally revise 
written agreements – this means there is often no need to formally re-write 
contracts or agreements. A hand-shake can be all that is required 

 Never make changes without consulting with the other party – these changes can 
be illegal, and will certainly engender a negative response. 
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143.  Trainer presents extra advice relating to making changes to agreed arrangements: 

 Clarify revised arrangements – so there is genuine, mutual agreement and 
understanding 

 Obtain approval for changes 

 Determine if extra charges (or refunds) need to be made – to reflect the revised 
agreement 

 Advise others (as necessary) about the revised arrangements – so they can plan 
and deliver as required. 
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144.  Trainer stresses to trainees there is always a need to nurture and care for business 
relationships stressing two keys in this regard are: 

 Regular contact – using the preferred contact options identified for each 
relationship; following a structured schedule of calls or visits 

 Effective communication – using language the other party understands; saying 
something worthwhile (as opposed to communication which wastes their time and 
de-values them). 

Class Activity – Guest Speaker 

Trainer arranges for a person with workplace responsibility for establishing and 
maintaining business relationships to attend and: 

 Highlight the importance of establishing relationships and fostering and maintaining 
them 

 Give advice on  how to maintain established relationships – tips and techniques; 
Do‟s and Don‟ts 

 Explain how they maintain relationships 

 Identify what they talk about as part of maintaining relationships 

 Differentiate between the techniques and activities for maintaining relationships with 
different types of customers or businesses. 
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145.  Trainer suggest to trainees the following will help ensure they pay necessary attention 
to nurturing relationships: 

 Prepare a contact schedule – and implement it 

 Set aside time each day or week to make contact with important customers 

 Diarise promises made – for follow-up calls and action 

 Stay polite and respectful – in all conversations and contacts. 
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146.  Trainer continues to present tips to trainees to help ensure they nurture business 
relationships of importance: 

 Ask for permission – to call in, telephone, make contact, provide a quotation, supply 
information 

 Use a variety of contact options – telephone, email, face-to-face 

 Respect contact preferences identified or requested by the other party 

 Be prepared to call back and or try again – an attempt to contact someone that is 
unsuccessful is not an actual contact 

 Talk about non-work related topics – spend some time talking (as appropriate) 
about their career, general business, their family. 

 

  



Notes and PowerPoint slides 
 

 

178 
© ASEAN 2012 
Trainer Guide  
Establish and maintain a business relationship 

 

Slide 

 

Slide No Trainer Notes 

147.  Trainer continues to present tips to trainees to help ensure they nurture business 
relationships of importance: 

 Thank them – for making an enquiry, for taking your call, for responding, for making 
a purchase, for making a booking 

 Meet with people in „out of work‟ situations – such as industry events and  social 
occasions 

 Follow-up – after the other party has made a purchase, attended an event  or taken 
a trip make contact and enquire how things went 

 Focus on the important things – for example: 

 Spend more time with more important clients or bigger accounts 

 Spend time fixing problems; problems never fix themselves 

 Keep all promises made 

 Share the load – introduce the other party to other workplace staff. This: 

 Demonstrates the value you place on the other party 

 Allows someone else to handle the other party if you are unavailable 

 Review personal performance and adjust as required on the basis of feedback and 
or reflection – what should you do differently or better? What should you spend 
more or less time on? Where should your focus be? 
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148.  Trainer provides a recap of the Element asking questions to check trainee 
understanding and responding to questions from trainees, as required.  
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149.  Trainer provides a recap of the Element asking questions to check trainee 
understanding and responding to questions from trainees, as required.  
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150.  Trainer provides a recap of the Element asking questions to check trainee 
understanding and responding to questions from trainees, as required.  
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151.  Trainer provides a recap of the Element asking questions to check trainee 
understanding and responding to questions from trainees, as required. 

Trainer thanks trainees for their attention and encourages them to apply course content 
as required in their workplace activities. 
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Sample mail outs of information, newsletters and promotional materials used to inform 
and persuade customers/clients 

Database applications available to file and manipulate customer data – such as Customer 
Relationship Management systems/software 

Sample vision statements, mission statements and value statements of relevant business 
types/industry sectors 

Examples of telephone contact lists, mailing lists and personal visit diaries/schedules 

Enterprise policies regarding the establishment and maintenance of business 
relationships with customers and suppliers – such as „Negotiation‟, „Gratuitous Supply of 
Goods and Services‟, „Communication‟, „Contacting Stakeholders‟, „Developing Business 
Agreements and Arrangements‟ 

Copies of Fair Trading legislation of the host country 

Sample Codes of Practice, Codes of Conduct and Ethic Statements relating to dealings 
between businesses and customers, suppliers, community and the general public 

Sample service agreements, contracts, marketing agreements, preferred product 
agreements 

Computers, printers and access to the internet. 
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Instructions for Trainers for using 

PowerPoint – Presenter View 

Connect your laptop or computer to your projector equipment as per manufacturers‟ 
instructions. 

In PowerPoint, on the Slide Show menu, click Set Up Show. 

Under Multiple monitors, select the Show Presenter View check box. 

In the Display slide show on list, click the monitor you want the slide show presentation 
to appear on. 

Source: http://office.microsoft.com 
 

Note:  

In Presenter View: 

You see your notes and have full control of the presentation 

Your trainees only see the slide projected on to the screen 
 

More Information 

You can obtain more information on how to use PowerPoint from the Microsoft Online 
Help Centre, available at: 
http://office.microsoft.com/training/training.aspx?AssetID=RC011298761033 

 

Note Regarding Currency of URLs 

Please note that where references have been made to URLs in these training resources 
trainers will need to verify that the resource or document referred to is still current on the 
internet. Trainers should endeavour, where possible, to source similar alternative 
examples of material where it is found that either the website or the document in question 
is no longer available online. 

  

http://office.microsoft.com/
http://office.microsoft.com/training/training.aspx?AssetID=RC011298761033
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Appendix – ASEAN acronyms 

AADCP ASEAN – Australia Development Cooperation Program. 

ACCSTP ASEAN Common Competency Standards for Tourism Professionals. 

AEC ASEAN Economic Community. 

AMS ASEAN Member States. 

ASEAN Association of Southeast Asian Nations. 

ASEC ASEAN Secretariat. 

ATM ASEAN Tourism Ministers. 

ATPMC ASEAN Tourism Professionals Monitoring Committee. 

ATPRS ASEAN Tourism Professional Registration System. 

ATFTMD ASEAN Task Force on Tourism Manpower Development. 

CATC Common ASEAN Tourism Curriculum. 

MRA Mutual Recognition Arrangement. 

MTCO Mekong Tourism Coordinating office. 

NTO National Tourism Organisation. 

NTPB National Tourism Professional Board. 

RQFSRS Regional Qualifications Framework and Skills Recognition System. 

TPCB Tourism Professional Certification Board. 
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