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Title: Communicating with Clients

Level: 3

Credit value: 2

GLH 14

Unique

Reference H/651/1150
Number:
Aim: The aim of this unit is to provide learners with the knowledge and skills to

be able to communicate effectively with clients.

IS sl Assessment of this unit is internally set and internally assessed.

Learning outcomes

The learner will:

1. Be able to use appropriate language and tone when communicating with bereaved
clients.

Delivery content:
The aim of this learning outcome is to provide learners with the knowledge and skills to

communicate effectively with clients using appropriate language and tone.

The learner will be able to:
1.1 Sympathise appropriately with the bereaved.
1.2 Demonstrate the use of appropriate language and tone when speaking with

bereaved clients.

2. Understand how to contact and manage contributors to a funeral ceremony.

Delivery content:
The aim of this learning outcome is to provide learners with the knowledge required to be able
to contact those who will be participating in a funeral ceremony and manage their

contributions.

The learner will be able to:
2.1 Cover relevant content with those who will be contributing to a funeral ceremony.

2.2 Manage contributors to a funeral.

3. Understand the importance of the timing and content of initial communication with the
bereaved/clients.

Delivery content:
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The learner will know:

The aim of this learning outcome is to provide learners with the knowledge to understand the

importance of initial communication with clients.

3.1 When to contact clients following a referral from a funeral director.

3.2 What needs to be discussed with clients during the first telephone communication.

Scope of Training

The Scope of Training identifies areas that must be covered during the delivery of this unit.
This is the minimum that is expected but tutors are expected to include other areas,
knowledge of which will benefit their learners, based on location, types of work available and

from the tutors own professional experience.

Requirements

Language and tone

Included but not limited to:

Managing
contributors

e Tone
e Language used
e Empathy
Included but not limited to:
e Timing
e Content
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