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	Icon
	Description
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	Practice activity
Learning activities help you to gain a clear understanding of the content in this resource.  It is important for you to complete these activities, as they will enhance your learning. The activities will prepare you for assessments.

	[image: ]
	Collaboration
You will have opportunities to collaborate with others during your study. This could involve group activities such as mini projects or discussions that will enable you to explore and expand your understanding of the content.  
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	Self-check
An activity that allows you to check your learning progress. The self-check activity gives you the opportunity to identify areas of learning where you could improve. If you identify these, you could review the relevant content or activities.
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	Resources (required and suggested)
Additional resources throughout this workbook such as chapters from textbooks, online articles, videos etc. These are supplementary resources, which will enhance your learning experience and may help you complete the unit.
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	Assessment task
At different stages throughout the workbook, after you have completed the readings and activities, you may be prompted to complete one or more of your assessment tasks.
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	Video
Videos will give you a deeper insight into the content covered in this workbook. If you are working from a printed version, you will need to look these up using the URL provided.



[bookmark: _Toc30770840][bookmark: _GoBack]Getting started 
[bookmark: _Toc30770841]What will I learn by completing this workbook? 
This workbook has been developed for the unit of competency CPPREP3002 Communicate effectively to support customer service in real estate
Successfully completing this unit of competency will give you the skills and knowledge to communicate with customers in Real Estate also support their needs.
In this workbook, you will learn:
to support the needs of internal and external real estate customers and clients
to communicate with clients to support their needs
to assist with client issues and handle complaints.
Each topic includes opportunities to check your progress and understanding as well as activities that will help you to complete the formal assessments.
There are three topics to complete within this workbook. They are: 
Establish the support needs of internal and external customers and clients.
Communicate with clients to support their needs.
Assist with client issues and complaints.
[bookmark: _Toc518640492]Alright, let’s get started!
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[bookmark: _Toc30770842]Topic 1: Establish the support needs of internal and external customers and clients



[bookmark: _Toc30770843]Overview
You will identify and confirm the support needs, learn your role in the process of handling client referrals. Also how to maintain professional ethics and the clients' confidentiality.
In this topic you will learn about:
determining the support needs of internal and external customers and clients
outlining own role and to confirm processes for referring clients to appropriate colleagues
maintaining professional ethics and confidentiality according to agency policy and procedures.
The activities throughout this resource will assist you in your learning. These activities do not form a part of your final assessment however they will contribute to your understanding of the topic area.
[bookmark: _Toc30770844]Determine support needs of internal and external customers and clients
Any attempt to identify customers’ needs and expectations must start with an examination of the question, ‘Who are our customers?’
The most basic definition of an agency’s customers would simply include anyone who uses the agency’s services. 
Remember that for every different type of agency (eg stock and station, residential, strata, commercial or industrial), there are likely to be different types of customers and clients.
Can you think of a time when you’ve felt either happy or unhappy about your experience as a customer? We tend to feel valued as customers when we know that our business is welcome and that our needs and expectations have been understood.
Firstly we need to identify whether a client is an internal or an external client.


[bookmark: _Toc30770845]Internal clients
A client or customer who is in a position of being internal to the organisation. An example might be the Property Manager wanting to buy from the sales team within the sale office. 
A common internal client within a real estate office would be an existing Landlord that buys another property through the same agency or purchaser who after buying from the office rents through the same office.
A real estate office could consider that Tradesman that works for the property management department as an internal client, likewise the office accountant, local printer etc.
[bookmark: _Toc30770846]External clients
A client or customer who is external to the organisation. A client that is fresh to the office with no previous relationship with the office. 
Examples would include internet inquiries, walk-ins off the street, a person with no connection to the real estate office.
[bookmark: _Toc30770847]Determining support needs
Enquiries are the ‘lifeblood’ of agency business. If handled well, they lead to new business. If handled badly, they represent lost opportunities.
Whether internal or external, all customers feel they have the best service when staff members respond to questions and requests in a positive and personalised way. 


There are three main types of property enquiries:
1. The phone-in enquiry, from people enquiring about the local market or a particular property.
1. The walk-in enquiry, where someone comes to the office.
1. An email enquiry regarding a property mentioned on your agency's web site/social media or generated as a result of general agency advertising.
[image: ] [image: ] [image: ]
[bookmark: _Ref30769105]Figure 1 Left Mobile phone. Centre: the walk-in customer. Right: email
In dealing with both internal and external clients, you should use the same communication skills such as:
be friendly and helpful, smile and make eye contact
ask the customer for their name and use it to address them
listen to the customers' needs and give them your attention
promptly refer the customer to another member of staff if you can’t help with their query.
Finding out what customers need requires listening, questioning, and often negotiating.
When we have established rapport with a client, put them at their ease and noted down their details, it’s time to find out what they need. To do this, we have to both listen well and ask the right questions.
When you are dealing with clients, not only do you need to listen carefully to what they are telling you, you also need to demonstrate that you are listening attentively. This builds rapport and makes clients more confident that you will be able to help them.
It’s all very well to meet clients and establish rapport with them and listen with empathy to what they have to say, but you still might not be sure what their needs are. Clients aren’t always clear at first about what they want.
A major part of good communication with clients involves asking the right questions. There are two common types of questions that people use: open and closed questions. Open questions allow them to answer with detailed answers whereas closed questions just encourage a yes or no answer.
	[image: ] 	Practice activity
[bookmark: _Toc30770848]Activity 1.1: Short answer questions
1. Give three examples of a closed question you might ask as a property management assistant?

1. Give three examples a sales assistant might ask that are open questions to find out more information from a potential buyer?



[bookmark: _Toc30770849]Processes for referring clients to appropriate colleagues
To understand your role as an assistant or associate you should understand the outlined duties in the real estate employment award.
[bookmark: _Toc30770850]Real Estate Industry Award 2010 - Real Estate Employee Level 1 (Associate level)
[bookmark: _Toc30770851]Indicative tasks at this level may include: 
assisting an employee(s) at a higher level
under the guidance and/or direction of a more senior person, following up enquiries with sellers and/or buyers of property and businesses
responding to general enquiries from potential tenants for properties under management
providing support to an employee(s) at a higher level in undertaking a range of functions associated with the selling, leasing and/or management of real estate (including strata title management) and businesses
assisting in the preparation of documentation and correspondence in relation to the sale, leasing and/or management of real property (including strata title management) or businesses. Such documentation and correspondence may include:
· agency agreements
· commercial and/or residential leases
· advertising material associated with the sale or leasing of real property and businesses
· property inspection reports (ingoing, outgoing and periodic) under the direction of a more senior person
· strata/community title management agreements
· the preparation of minutes from meetings of owner’s corporations.
collecting rents from tenants and/or issuing rental receipts
investigating and arranging for the collection of rental arrears
prospecting and canvassing under the direction of an employee at a higher level, including phone canvassing, door knocking and letterbox dropping
in consultation with a more senior person, arranging maintenance and repairs to properties under management (including under strata/community title management)
provide support to an employee at a higher level in a range of functions associated with strata and community title management, in accordance with owners’ corporation instructions
respond to general enquiries from the owner’s corporation of strata/community title schemes
assisting with auctions of real property or businesses to the extent permitted under real estate law
assisting with property inspections (including open for inspections), including the placement of signboards, maintaining attendee lists from property inspections, opening and closing homes after inspection
assisting with post-sale processes including pest and building inspections, searches and checking the progress of the conveyance process
preparing and updating rental lists and website material.
As an assistant in the office, you will come across clients who have needs or questions that you may not yet be trained to handle or know the information that requires to answer the enquiry.
You mustn't mislead customers so you should never make up answers or pretend you know the information if you don't. It is always best you ask the client to give you the time required to investigate and find the answer and ensure that you get back to the client. Otherwise, you can contact your senior staff member and ask them to assist you or maybe contact the client directly to help the client with the answer to their question.


	[image: ] 	Practice activity
[bookmark: _Toc30770852]Activity 1.2: Short answer questions
Read the questions carefully. Your answer should be a minimum of 30 words but no longer than 90 words for each question.
1. As property manager associate, who would you be reporting to in the office?

1. When a potential tenant asks if you if they could have a dog, but you don’t know if pets are allowed. What action would you take?



A buyer is looking at the contract for sale and needs some help to understand parts of it. Who would you ask for help?



[bookmark: _Toc30770853]Maintain professional ethics and confidentiality	
As a real estate agent, the expectation of professional ethics is outlined in both the legislation and the rules of conduct from the Real Estate Institute (REI).
The Property, Stock and Business Agents Regulation 2014.
Schedule 1 General rules of conduct applying to all licensees and registered persons.
7 Confidentiality.
An agent must not, at any time, use or disclose any confidential information obtained while acting on behalf of a client or dealing with a customer, unless:
(a) the client or customer authorises the disclosure, or
(b) the agent is permitted or compelled by law to disclose the information.
As an agent, you will be told lots of confidential information from clients and at times you may be asked to disclose this information, so you need to be mindful of what you say and when.
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[bookmark: _Toc30770854]Topic 2: Communicate with clients to support needs
 


[bookmark: _Toc30770855]Overview
Provide some introductory text for this topic. Describe what the topic is about and why it’s important to understand this.
In this topic you will learn about:
how to apply techniques to create, build and maintain internal and external communication channels
the features and benefits of active listening and effective questioning
how to respond to the preferences, needs, and expectations of internal and external clients
how to prepare written communication according to agency protocols
understand how to select and apply communication techniques to seek feedback on the sufficiency of the information provided.
The activities throughout this resource will assist you in your learning. These activities do not form a part of your final assessment however they will contribute to your understanding of the topic area.
[bookmark: _Toc30770856]Apply techniques to create, build and maintain internal and external communication channels
As discussed earlier, enquiries are the ‘lifeblood’ of agency business. If handled well, they lead to new business. If handled badly, they represent lost opportunities. 
To recap, there are three main types of property enquiry: 
1. The phone-in enquiry, from people enquiring on buying, renting or selling houses
1. The walk-in enquiry, where someone comes to the office concerning a property 
1. An email enquiry regarding a property mentioned on your agency’s website/social media or generated as a result of general agency advertising.
When you are dealing with clients, not only do you need to listen carefully to what they are telling you, you also need to demonstrate that you are listening attentively. This builds rapport and makes clients more confident that you will be able to help them.

[bookmark: _Toc30770857]Phone-ins
The receptionist passes the call on to the agent who is responsible for handling that type of enquiry. For new enquiries most agencies have a system for rotating and sharing incoming calls. This ensures that enquiries are distributed and shared by all appropriate staff.
Offer a warm greeting and introduce yourself. After this it is entirely reasonable for you to ask for the name of the caller in return, followed by a rejoinder such as: ‘Hello Mrs Bryant, can I have your phone number as well?’ Then ask how you can help
Alternatively, give your name on picking up the phone and then immediately offer to be of assistance: ‘Melanie speaking, how can I help you?’ After finding out the nature of the enquiry, you can say ‘Certainly, can I just get your name and number before we begin?’ 
Sound friendly and helpful. Phones are impersonal instruments and you need to make a special effort, particularly with the tone of your voice, to sound warm and enthusiastic.
Keep a pen and paper (or diary) handy to record initial details. 
Employ active listening techniques, and reflect the main points that the caller has made back to him or her
Check periodically that you have the facts right and summarise key points
It is important in a service business to offer help immediately. Remember real estate is a service business and you are there to help customers and clients both internal and external.


[bookmark: _Toc30770858]Walk-ins
Most of the principles that apply to phone-ins apply to walk-ins as well, with one fundamental difference: You are meeting the enquirer face-to-face and you can observe each other’s body language. 
Just as with a phone enquiry, the agent handling a walk-in enquiry has the same basic goals:
to record the enquirer’s name
to obtain the persons' phone number
to find out the nature of the enquiry.
Demonstrate attentive body language by:
showing involvement and attention, for example by leaning forward and using appropriate eye contact
using appropriate body movements, for example nodding
reading the other person’s body language to understand how he or she is feeling.
[bookmark: _Toc30770859]Reflecting skills
This involves restating the other person’s feeling and/or the content of the conversation to show that you have understood it by:
putting the message in your own words (paraphrasing)
summarising the message.


[bookmark: _Toc30770860]Determine the features and benefits of active listening and effective questioning
When we have established rapport with a client, we put them at their ease and noted down their details, it’s time to find out what they need. To do this, we must both listen well and ask the right questions.
Do you ever feel that the person you are talking to isn't listening? How do you know? Most of us think that, because we can hear well, we are also good listeners. But listening well is a skill you need to learn.
One problem is that our minds work at a faster rate than another person can speak. Therefore, it is easy to get distracted and think of other things when we’re supposed to be listening to someone.
Active listening is when you paraphrase, using phrases such as ‘Do you mean …’ or ‘What I am hearing you say is…’.
This gives clients a chance to confirm what they said or to clarify any misunderstandings.
Table 1 Good listening versus poor listening skills
	Good listening includes:
	Poor listening includes:

	maintaining your full and undivided attention
listening to all that is being said
listening to the whole person—their words, feelings and behaviour; sensing their total message
directing whatever you say to what they have said and then reflect back to them both feeling and content.
	allowing yourself to be distracted by other noises or the view behind the client 
forming judgments about the person before they complete their message
formulating a response to their message before they finish
jumping from topic to topic.


Once you have listened to a client you usually need to check that you have understood what they need. This is where you need another communication skill, the important skill of questioning.


As you may be aware questioning is about using different types of questions at the appropriate time to elicit the information you need.
[image: ]
[bookmark: _Ref27641945][bookmark: _Ref27641927]Figure 2 Question mark image
The first two types of questions are:
open questions
closed questions
In fact, all types of questions are either a closed or open type of questions, they are just phrased and structured differently.
Closed questions usually result in a ‘yes’ or ‘no’ or one-word answer. Some examples of closed questions are:
Would you like a copy of the contract?
Do you want a unit with a parking space on the title?
Are you thinking of leasing in Evansdale?
Closed questions are useful to:
confirm or check that you are correct
re-focus a talkative client on the topic of discussion
help obtain specific information or facts
gain commitment


Common words to start closed questions are:
is
are
have
has or do
did
does.
An open question cannot be answered simply with ‘yes’ or ‘no’ and usually prompts a longer answer. For example:
What kind of property did you have in mind?
What investment properties do you already own?
Open questions are useful to:
encourage a more detailed answer
promote conversation
get the other party thinking
get a clearer understanding of what a client may want or need
prevent a quick rejection.
Open questions begin with words such as: 
what
how
when
where.


	[image: ] 	Practice activity
[bookmark: _Toc877353][bookmark: _Toc11228380][bookmark: _Toc30770861]Activity 2.1: Short answer questions
1. What are three open questions that you can ask a potential buyer?

1. List five points to consider when communicating with a client.



[bookmark: _Toc30770862]Respond to the preferences, needs, and expectations of internal and external clients
It's all very well to meet clients and establish rapport with them and listen with empathy to what they have to say, but you still might not be sure what their needs are. Clients aren’t always clear at first about what they want.
A major part of good communication with clients involves asking the right questions. To recap, there are two common types of questions that people use: open and closed questions. You use them to find out different things. 
Then there are some more sophisticated questions you can try.
Table 2 Types of questions
	Type of question
	Explanation

	Why questions
	‘Why’ questions can provide you with more information about a client’s needs in a given situation. However, take care as they may result in a very long answer. 
For example: ‘Why do you want to invest?’

	Leading questions
	Leading questions may help you obtain specific information but may also answer the question for the client without giving them a choice.
They are often used in negotiations, to steer the other side to the desired point. 
For example: 'You'll want to look at both properties then, won't you?'

	Honest questions vs testing questions
	Sometimes clients ask honest questions where they simply need information. But sometimes they ask testing questions, where they already know the answer and are testing your honesty
 If you fail to answer these questions honestly, it’s unlikely the relationship will develop much further.

	Directed questions
	A question that is directed at the heart of the subject matter. It aims to be frank and open, inviting a detailed response from the prospect. 

	Qualifying questions
	This type of question is designed to be hard for the other party to say ‘no’ to. Sequenced positively, a string of qualifying questions can gather the momentum required to tackle harder areas. 

	Hypothetical questions
	These are a way to mutually explore options without commitment.
It opens the way for putting, a ‘what if…’ scenario and is often used to overcome objections.

	Reflective questions
	Discloses to another side your feelings or your awareness of theirs. 
These questions can be used to establish a meaningful relationship by letting the other side know that you are listening sympathetically.

	Rhetorical questions
	These are self-answering questions. They may invite the other side to correct or agree with them.

	Back to the subject
	This type of question returns to the subject at hand if the conversation has been wandering. 

	Rejoinder question
	This question follows a question from the other side. Since you have answered their question, it is only reasonable that the other party answers yours.


[image: ]
[bookmark: _Ref27644173]Figure 3 Speech bubbles with question marks


[bookmark: _Toc30770863]Prepare written communication according to agency protocols
Email enquiries come from clients who may live locally, interstate or overseas and who may be unwilling or unable to come to or call the agency. Often people prefer the arm’s length distance afforded by an email enquiry. Email enquiries are often a response to an enquiry from a customer. It can be more convenient for a customer as it can be sent after hours or weekends
Whatever the reason, you need to think of every email enquiry as potentially leading to important business for the agency. Therefore, they must be treated with the same degree of importance.
Emails are a form of written communication, often replacing business letters as they are faster and more efficient.
The same general rules apply as for all enquiries:
to record the enquirer’s name
to obtain the persons' phone number
to find out the nature of the enquiry.
Finally, the agency staff member should try to make an appointment with the enquirer.


A possible response to an enquiry could be as follows.
Dear Mrs Bent
Thank you for enquiring about the property at 1 Apple Street currently listed by Azure Beach Realty Group services.  I would be happy to show you the property at a convenient time, could you kindly provide me with your mobile number and what features you are looking for in a property. 
I would like to suggest a time to view the property on Wednesday 8th at 10 am.
I trust this is suitable for you and look forward to discussing how Azure Beach Realty can help serve you in the pursuit to buy your next property.
Azure Beach Realty can provide an extensive range of services to meet all your needs.
Regards
Your Name
While the enquirer may have communicated in an email, you should observe normal business conventions and respond formally. You should use language similar to that of a business letter. Remember, you are a professional, an expert in your field and your language should not be too simple or colloquial.
Always use the enquirer's surname. This is a basic sign of respect. Further, a good practice to provide limited information and the promise of further help, in exchange for necessary information you need to qualify the prospect.
All staff should be trained in writing effective emails, as well as being reminded to respond promptly.


[bookmark: _Toc30770864]Select and apply communication techniques 
Receiving feedback from clients is the most valuable information we can obtain. It allows you to improve the service we are providing.
Feedback can be confronting so we need to make sure we can accept and learn from constructive feedback.
To help us receive feedback:
we need to understand the purpose of feedback
try not to take it personally and don't become defensive
focus on how the feedback will allow you to perform better
it’s ok to ask questions if you would like to clarify the feedback.
Feedback, when given and received well, is powerful in increasing your professional and personal development. Remember, effective feedback is always about performance and not the person.
Here are numerous ways to get good, consistent feedback from your customers:
1. Surveys (either in paper form or electronic).
1. Feedback in the office from managers or fellow colleagues.
1. Call customers directly.
1. Ask for referrals.
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[bookmark: _Toc11228372][bookmark: _Toc30770865]Topic 3: Assist with client issues and complaints
 


[bookmark: _Toc11228373][bookmark: _Toc30770866]Overview
You will learn how to assist with client’s issues and complaints this may be in the sales department of a real estate office or maybe a property management department.
In this topic you will learn about how to:
assist clients to fully describe any issues and possible complaints according to agency policy and procedures
resolve simple issues or complaints, understand how to refer to other staff according to agency policy and procedures
record of any issues, complaints records the outcomes according to agency policy and procedures.
The activities throughout this resource will assist you in your learning. These activities do not form a part of your final assessment however they will contribute to your understanding of the topic area.


[bookmark: _Toc30770867]Assist clients to fully describe issues and complaints
Most complaints come from people who genuinely believe that they have a grievance. It often results from a misunderstanding of what has been said or heard. Whatever the cause (or absence of cause) of the complaint, it needs to be treated seriously.
If a customer approaches you with a complaint, spend time with them to ensure that they receive the assistance and interest they would expect for the type of complaint they have.
The best way to deal with customer complaints is to: 
give the customer your total attention
be calm and patient
listen, don’t interrupt
empathise by saying ‘I understand how you feel’
get all the information
apologise and say ‘thank you’
commit to taking responsibility 
advise them of the next step and the time it will take you to complete it.


[bookmark: _Toc30770868]Resolve simple issues or complaints or refer to others
If you are faced with a situation you cannot resolve, it is best to refer the customer to the appropriate member of management positively and professionally. It is important to refer the customer to the correct person, as research shows that the customer becomes more dissatisfied each time they have to recount the situation to a new person.
The important thing to remember is to deal with the problem not the person. 
When a customer is really angry, quite often their ability to reason diminishes and trying to solve the problem at this point is ineffective. In these situations, it is best to deal with the customer’s anger first and then the problem.
You need to:
1. Remember to remain calm and don’t get caught up in their anger. Don’t take their anger or complaint personally as this will limit your ability to deal with the problem. The way you deal with the complaint is vital to the ongoing relationship the customer has with your business. If handled badly they may never return and spread the story to their friends. Don’t say anything that is against company policy and if in doubt, don’t say anything. Refer to your manager.
1. Listen to what they have to say and let them express their frustration. When an angry customer approaches you, it’s important they feel you understand them. Don’t be defensive and argue with the customer, agree that the problem exists and get on with the task of finding a solution.
1. Show concern and empathy by being sincere and use terms such as ‘I see’, ‘I understand’ and do not interrupt. 
1. Don’t blame other staff members for the problem as it is a problem for the business.
1. Stay calm, if you get angry then no one is listening to the problem. Look beyond their anger and help them to calm down.


In the situation when you must refer the complaint to another member of your organisation you need to ensure that you first have all the facts.
Listen carefully to what the customer is saying and take notes.
Show concern and empathy.
Don’t interrupt the customer, if you are uncertain then wait until the customer has finished and then ask questions. 
Repeat the situation back to them to make sure that you have the correct interpretation.
Apologise for the inconvenience.
Negotiate a timeframe for a solution eg ask when it would be convenient for the manager to call them.
Explore a range of possible solutions with the customer.
Find out what does the customer wants to happen next. 
Find out what the customer needs to make them completely satisfied.
Never give out incorrect information or make promises that cannot be kept just to quieten the situation.
Action the solution and ensure you do what you have promised.
Thank the customer for bringing the complaint to your attention.
Be positive when resolving a customer complaint, don’t dwell on why or what went wrong.
Sometimes you will need to resolve outstanding matters. Be proactive in your dealings with clients to avoid misunderstandings and conflicts. Try to ensure that you do everything right the first time, but if for some reason you do have a problem, deal with it immediately and try not to allow it to happen again.
Have a clear process for dealing with conflict situations or conflicts of interest, both internal and external. Reward members of your team for their accomplishments and keep in touch with customers after the transaction has concluded.
Deal with problems as they arise, don’t avoid them. Delays in rectifying problems will almost certainly affect customer relations and generate adverse publicity.


[bookmark: _Toc30770869]Record issues, complaints and outcomes
When a customer resorts to committing their complaint to paper, this usually indicates that they are very upset. Upset customers want to be taken seriously, be treated with respect and get immediate action. 
Often they are looking for some sort of compensation or restitution for the damage done or for the inconvenience caused. They want someone to take the blame and to have the problem cleared up so that it will never happen again. What the customer wanted was to be listened to or acknowledged in the first instance.
A letter of complaint will usually be passed on to the manager of the department. A complaint must be dealt with immediately as customer satisfaction is essential to an organisation's survival.
The reply to the letter of complaint should:
use non-judgemental language, keep it impersonal and use ‘I’ instead of ‘you’
take responsibility and fully explain any circumstances that may have led to the problem
end with positive action and assure the person that they won’t have to deal with the problem again.
[image: ]
[bookmark: _Ref27650454][bookmark: _Ref27650476]Figure 4 Complaints button on a keyboard


However, if the customer is at fault, explain clearly what the customer can and can’t do and have them take responsibility for their actions. Let them know that you value their patronage and that you hope there will not be any further misunderstandings.
All staff must learn to value good customer relations. Customers deserve to have their complaints known and, when appropriate, to have something done about them.
[bookmark: _Toc877355]
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