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Client Relationships - Why is this important? 

ÅConsultancy is a people business ςwe sell people to people 

ÅUnderstanding of the client and their situation is imperative ςbusiness empathy

ÅPeople buy from people they like/respect

ÅCreate long lasting business relationships and increase customer loyalty 

ÅBuild your own network and brand  



What can go 
wrong? 

If you just focus on the deliverable or 
task:  

ÅDecisions are taken over your head ς
scope/direction changed 

ÅYour points can be overlooked 

ÅNo sell on 

ÅLose the business to a competitor  



Principles

ÅCommunication 

ÅPositive attitude

ÅKnow the Individual

ÅShare knowledge

ÅBe open with your opinion  

ÅExceed expectations 

ÅStay professional 

ÅMake sure everyone plays their part 
(ISO44001)



Principles - Trust

ÅReliability - your client needs to know they can count on you

ÅTransparency - this is important in building a trusting relationship with good 

communication 

ÅProactivity -ǘƘƛƴƪ ŀƘŜŀŘΣ ŘƻƴΩǘ ŀƭǿŀȅǎ ǿŀƛǘ ŦƻǊ ǘƘŜ ŎƭƛŜƴǘ ǘƻ ŎƻƳŜ ǘƻ ȅƻǳ 

ÅAvailability ςensure the client can contact you 

ÅIntegrity - be authentic and honest 



The key steps in a consultancy engagement 

Å Identify the decision maker & influencers
Å Have a coach  
Å Understand the business & the environment

Å Develop the stakeholder network :  influencers and detractors
Å Create good relationship with the Sponsor ςuse their influence and 

access to resources 
Å Ensure your recommendations are accepted  

Å Build relationship with the sponsor or influencers for subsequent or 
new pieces of work 

Å Onward business relationships:  stay in touch 
Å General networking

Presales 

During the work

After and onwards



How do you 
promote good 
relationships 
in Lockdown?  

Exercise



Example – Deborah

Communication … never a week goes by without me hearing from her 

Positive attitude …. ǎƘŜΩǎ ǎƻ ǇŀǎǎƛƻƴŀǘŜ ŀōƻǳǘ ƘŜǊ ǎǳōƧŜŎǘ L ŎŀƴΩǘ ƘŜƭǇ ōǳǘ ƭƛǎǘŜƴ

Know the Individual … she knows I am passionate about things that impact Public Sector 

Stay Professional …  always brings it back to the client or Government issues

Share knowledge …  always bringing something new to me

Be open with your opinion … L ŘƻƴΩǘ ŀƭǿŀȅǎ ŀƎǊŜŜΣ  ōǳǘ ƛǘ ƳŀƪŜǎ ƳŜ ǘƘƛƴƪ 

Exceed Expectations … she has created close working relationships where others have not 

Trust …  I know she will deliver on her chosen subject 



Clients have a role to play too…

….Partnerships work best

Clients should: 

ÅBe clear on the outcome you want. 

ÅAgree on the scope of the project and ensure that both outputs 
and outcomes are clearly understood. 

ÅRecontract once work has commenced.

ÅCommunicate regularly. 

ÅSuccessful delivery is a team effort. 

ÅCreate the right working environment

ÅDemonstrate leadership as the sponsor. Capture knowledge 
periodically. 

Å Integrate the team to act as one.

ÅAct as true partners. 



What does a good partnership look like? 

ÅSame goals 

ÅUnderstanding 

ÅTrust 

ÅComplimentary skills 

ÅPulling in the same direction 

ÅShared rewards 

ÅManage risks together 

ÅDelivering the correct products/ processes 

https://www.google.com/search?q=starbucks+%26+spotify&tbm=isch&source=iu&ictx=1&fir=ICyzEtTogxzFyM%252C1w2lRfHG_3p99M%252C_&vet=1&usg=AI4_-kQnKRFZjD0sstZw0DEk2EsDba4TWA&sa=X&ved=2ahUKEwib3ay2hOLwAhWkD2MBHQpsBIsQ_h0wAHoECA8QAw#imgrc=ICyzEtTogxzFyM


Questions?  


