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Formative Activities 

 

Read through the case study below and answer the questions that follow in 

sections 1-3. 

 

A Manager at a major insurer received a complaint letter from a client regarding the 

actions and behaviour of a representative that advised her about insurance.  

Herewith an extract from the letter: 

 

“I am absolutely appalled by the treatment I received from your staff member, being 

Kate van Aswegen.  Firstly, I was shocked by the way she was dressed.  Does she 

realise that she is supposed to dress for a client in a professional manner and not 

the way she would when she goes out on a Friday night.  She wore revealing 

clothing, a very low cut shirt and a very short skirt with very high heels.  I felt 

uncomfortable throughout the conversation. 

She gave me a notice and asked me to read it, I had no idea what it was for and 

what it meant.  She also gave me a paper stating that she is working under 

supervision, but when I asked her what it means, she said it does not mean 

anything.  Although she said that she may sell products on behalf of various 

companies, she only gave me one quote and said that she is convinced that is the 

best product, and she is in line for an incentive if she sells a hundred of those 

policies.  She did not ask me any questions about my personal circumstances and I 

cannot see that she is acting in my best interest.  I showed her my current policy and 

asked her how her product compares with what I currently have, and she replied that 

it does not matter what I currently have – her product is the best in the market and 

she feels sorry for me if I cannot realise that. 

She spent more time on her cell phone than what she did talking to me and I was left 

there trying to read through letters and notices and product brochures of which I did 

not understand much.  I am a secretary by profession, not an insurance expert, that 

is why I contacted your organisation to send me someone that could advise me in 

the best possible way. 

I do not know what all these references to FAIS means, but I am certain that it has 

nothing to do with me, but something to do with you. 
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She then spent 5 minutes explaining the product to me after I asked her to help me 

understand, and that left me even more confused as she used words that I have 

never heard of in my life before.  Surely she has a responsibility to explain to me in a 

language that I can understand?  I felt dumb during the conversation and more 

confused than ever before.  She also made a comment in the lines of “shame, you 

people have not had access to insurance products before, so I can understand why 

this is very difficult for you to understand.” 

 

Your organisation advertises that you are easy to deal with and offer solutions to 

client’s individual needs.  My experience with you cannot be further from the truth. 

Not only do I expect an apology and someone that knows how to treat clients 

professionally and sensitively, but I also expect you to tell me who I can escalate my 

complaint to as I believe that she and your company are giving insurance a bad 

name. 

 

I would love to hear from you at your earliest convenience. 

 

Many thanks and regards, 

Portia Mahlangu  

 

Section 1: 17 marks 

Activity 1 

Comment about the manner in which Kate dressed for the client interaction and 

suggest how she should dress in future to project a professional image.     (2) 
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Activity 2 

Write down a short introduction that Kate can use in future when she introduces 

herself to a client, stating the intention in a clear, concise and credible manner.    (5) 

 

 

 

 

 

 

 

Activity 3 

Comment on a few aspects from the letter that you think was very unprofessional 

and suggest how this should be handled in future.  Mention at least 4.  Complete it in 

the table below.            (4 x 2 = 8) 

Examples of unprofessional 

behaviour from the case study 

Suggestions on how this could be 

handled more professionally going 

forward 
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Examples of unprofessional 

behaviour from the case study 

Suggestions on how this could be 

handled more professionally going 

forward 

 

 

 

 

 

 

 

Activity 4 

Do you think Kate was sufficiently prepared for this client interaction?  Discuss the 

importance of preparation and the consequences of not knowing your client.    (2) 

 

 

 

 

 

 

Section 2: 7 marks 

Activity 5 

One of Portia’s requests is: “Not only do I expect an apology and someone that 

knows how to treat clients professionally and sensitively.” Identify from the case 

study why she feels that Kate was insensitive and then complete the table regarding 

sensitivities and appropriate language.         (7) 

Give an example from the 

case study of stereotyping (1) 

 

 

 

 

 

What are the consequences 

of stereotyping (1) 
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Based on the information that 

Portia has shared about 

herself, how would you use 

that to adapt your language 

in order for it to be more 

appropriate and 

understandable? (3) 

 

 

 

 

 

 

 

 

Discuss the importance of 

keeping Portia’s information 

that she has supplied 

confidential, as well as the 

consequences of non-

compliance (2) 

 

 

 

 

 

 

 

 

Section 3: 11 marks 

Activity 6 

It is obvious from the case study that Kate has very limited, or no knowledge of the 

industry, competitor products and the wider financial services industry.  Write an 

essay in which you discuss:  

 The importance of competitor intelligence      (3) 

 The importance of knowing the industry and wider financial services 

environment with reference to how it impacts advice     (4) 

 The importance of being competent in terms of the FAIS Fit and Proper. (4) 
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This unit standard replaces:  

US ID Unit Standard Title 
Old 
NQF 
Level

New 
NQF 
Level

Credits
Replacement 
Status 

113903  

Demonstrate skills and 
techniques required to 
build a relationship with 
a client in a financial 
services environment  

Level 
4  

NQF 
Level 
04  

3  Complete  

 
PURPOSE OF THE UNIT STANDARD  

This Unit Standard is intended for learners in a financial services 
environment. It will add value to Trainee Financial Planners, 
Intermediaries, Product Developers, Coordinators of Medical Schemes, 
Financial Call Centre Agents and Trustees of Medical Schemes and 
Retirement Funds. It complies with the current legislated practices in 
giving financial advice.  
 
The qualifying learner is capable of:  
 
�  Projecting a professional image in a financial services environment.  
�  Relating appropriately to a prospective client.  
�  Explaining the importance of industry knowledge in building a 
relationship with a client.  
�  Adapting a communication to the needs of a client.  

 
LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION 
OF PRIOR LEARNING  

It is assumed that learners are competent in Communication and 
Mathematical Literacy at Level 3.  

 
UNIT STANDARD RANGE  

The typical scope of this Unit Standard is:  
�  Sensitivities and issues include, but not limited to, culture, gender, age, 
education level, socio economic situation, lifestyle, value systems and/or 
religion.  

 
Specific Outcomes and Assessment Criteria:  

 
SPECIFIC OUTCOME 1  

Project a professional image in a financial services environment.  

 
ASSESSMENT CRITERIA  
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ASSESSMENT CRITERION 1  

Dress appropriate for an interaction in a specific client scenario is selected 
and an indication is given of why the selected dress is considered 
appropriate and the possible consequences of dressing inappropriately.  

 
ASSESSMENT CRITERION 2  

The intention behind an interaction with the client is stated clearly and 
credibly and indication is given of why a concise introduction is 
important.  

 
ASSESSMENT CRITERION 3  

Behaviour that could be considered to be professional in a selected 
situation is inferred from observation of joint calls or meetings with 
clients.  

 
SPECIFIC OUTCOME 2  

Relate appropriately to a prospective client.  

 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  

The language appropriate in a specific client interaction is identified based 
on an informal assessment of the client's knowledge of financial services.  

 
ASSESSMENT CRITERION 2  

Sensitivities and issues of diversity in a specific situation are identified 
and an indication is given of the consequences of stereo-typing.  

 
ASSESSMENT CRITERION 3  

The importance of confidentiality in a relationship with a client is 
explained and an indication is given of the consequences of non-
compliance.  

 
ASSESSMENT CRITERION 4  

Ability to adapt approach and style in relating to a client is demonstrated 
for different scenarios.  

 
SPECIFIC OUTCOME 3  

Explain the importance of industry knowledge in building a relationship 
with a client.  

 
ASSESSMENT CRITERIA  
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ASSESSMENT CRITERION 1  

The importance of knowing the industry and the wider financial services 
environment is explained with reference to how it impacts on advice.  

 
ASSESSMENT CRITERION 2  

The importance of competitor intelligence in a relationship with a client is 
explained and an indication is given of why this is particularly important 
in a financial services environment.  

 
ASSESSMENT CRITERION 3  

Questions are anticipated in a specific situation and appropriate answers 
are formulated within own level of license and authority.  

 
SPECIFIC OUTCOME 4  

Adapt a communication to the needs of a client.  

 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  

Vocabulary is selected that is appropriate to a client's level of 
understanding and needs.  

 
ASSESSMENT CRITERION 2  

Misperceptions on the part of the client are corrected diplomatically and 
respectfully for different scenarios.  

 
ASSESSMENT CRITERION 3  

The implications of an on-going relationship on communication with a 
client are explained with examples.  

 

UNIT STANDARD ACCREDITATION AND MODERATION 
OPTIONS  

�  Anyone assessing a candidate against this Unit Standard must be 
registered as an assessor with the relevant ETQA or ETQA where a 
Memorandum of Understanding (MOU) exists with the relevant ETQA.  
 
�  Any institution offering learning that will enable achievement of this 
Unit Standard must be accredited as a provider through the relevant ETQA 
or ETQA where a Memorandum of Understanding (MOU) exists with the 
relevant ETQA.  
 
�  Moderation of assessment will be overseen by the relevant ETQA 
according to the moderation guidelines and the agreed ETQA procedures.  
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UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  

N/A  
 

UNIT STANDARD DEVELOPMENTAL OUTCOME  

N/A  
 

UNIT STANDARD LINKAGES  

N/A  
 

Critical Cross-field Outcomes (CCFO):  
 

UNIT STANDARD CCFO IDENTIFYING  

The learner is capable of identifying and solving problems and making 
decisions in informally assessing a client's knowledge and adapting 
communication accordingly.  

 
UNIT STANDARD CCFO ORGANISING  

The learner is capable of organising him/herself and his/her own activities 
in preparing for an interaction with a client.  

 
UNIT STANDARD CCFO COMMUNICATING  

The learner is capable of communicating effectively in using language that 
is appropriate to the client.  

 
UNIT STANDARD CCFO CONTRIBUTING  

�  The learner is capable demonstrating cultural sensitivity is dealing with 
a client and understanding the consequences of stereo-typing.  
�  The learner is capable of demonstrating aesthetic sensitivity in dressing 
appropriately for a specific client interaction.  

 

 

All qualifications and part qualifications registered on the National 
Qualifications Framework are public property. Thus the only payment that 
can be made for them is for service and reproduction. It is illegal to sell this 
material for profit. If the material is reproduced or quoted, the South African 
Qualifications Authority (SAQA) should be acknowledged as the source.  

 
 
 
 

 
 
 

 


