
RELATIONSHIP MANAGEMENT COMPETENCIESENT COMPETENCIESETENCIES
Work Relationships
Builds relationships of trust and credibility
Works with integrity and genuineness
A good listener - shows empathy
Provides people at all levels with open, honest feedback

Teamwork in the work environment
Works with others in a team without taking over
Leads a team or makes a strong contribution to ensure enhanced performance/effectiveness
Listens to all others involved - actively seeks their point of view
Actively seeks to understand others and is willing to negotiate
Networks with the extended team - internal and external customers/clients

Decision making
Looks carefully at the pros and cons before making a final decision
Commits to a choice and stays with it
Evaluates the outcome of decisions in terms of customer/client and organisational needs -
and takes necessary stepsto ensure good relationship management
Accepts that mistakes will be made and shows a willingness to learn from them

Customer/client orientation
Knows what is happening in the market place in terms of trends and consumer demands
Able to make things happen for customers/clients without unnecessary obstacles so that - 
they feel satisfied
Recognises the importance of trhe internal customer and acts on this
Enjoys contact with customers/clients and conveys warmth
Follows through on all assurances

Adapt to change
Receptive to new ideas from internal and external customers
Flexible in approach and response to change - maintaining effective relationship
management in the process
Tolerates ambiguity and uncertainty and works with all relevant parties to ensure internal
and external customer satisfaction
Encourages and motivates others in times of change - a positive influence in working
relationships
Remains solution focused and patient whilst acting to resolve problems

Accepting personal responsibility
Gets on with things - manages time and resources without seeking or needing supervision
to achieve goals
Gets the job completed within the desired time-frame and to the customers/clients satisfaction
Is both task and people focused
Reflects on, and continues to learn from internal and external customer interactions
Utilises this learning to enhance relationship management

Creative Thinking
Produces ideas or solutions to customer issues - actively seeks opportunities to cross-sell
Uses technology/tools and information systems effectively and creatively to enhance product
and customer/client relationships
Always listening and looking at how to expand or develop product and customer service



Prepared to accept failures as well as successes and see these as learning opportunities
Listens to and uses others' input to develop new ideas or 'sound out' solutions

IT awareness and specialist expertise
Uses various forms of technology to maintain and update customer records
Has an excellent understanding of technical/specialist knowledge of product
Informs customer/client in appropriate language of practical use of technical applications
in their world of work
Links the specialist knowledge/technical knowledge to the customers/clients specific
business needs
Continues to improve product to tailor to customer/client needs

Communication
Reads and listens carefully to customer specifications. Reflects back to customer to ensure
accurate understanding
Takes a full and active role in formal and informal meetings
Expresses ideas clearly and concisely
Ensures communication is timely and as promised to the customer/client
Keeps all parties relevantly informed of information, products, decisions, recommendations etc



Scoring 1 - 5 (5 being highest)
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