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Certified Professional in Building Positive Relationships with Clients

establishing trust and credibility

Active Listening: Active listening is the process of fully concentrating on what a person is saying and trying
to understand their perspective. It involves more than just hearing the words, and includes paying attention
to nonverbal cues, asking clarifying questions, and providing feedback. Active listening builds trust and
credibility by showing the speaker that you value their thoughts and opinions.

Body Language: Body language refers to the nonverbal cues that people use to communicate, such as facial
expressions, gestures, and posture. It can convey emotions, attitudes, and intentions, and can either
reinforce or contradict the spoken message. Understanding and interpreting body language can help build
trust and credibility by allowing you to respond appropriately to the speaker's feelings and needs.

Empathy: Empathy is the ability to understand and share the feelings of another person. It involves putting
yourself in someone else's shoes and seeing things from their perspective. Demonstrating empathy builds
trust and credibility by showing the speaker that you care about their feelings and are committed to
understanding their point of view.

Rapport: Rapport is the connection and understanding that exists between two people. It is built through
positive interactions, shared experiences, and mutual respect. Establishing rapport with a client is essential
for building trust and credibility, as it creates a foundation of trust and open communication.

Reliability: Reliability refers to the consistency and dependability of a person's actions and behaviors. Being
reliable builds trust and credibility by demonstrating that you can be counted on to follow through on your
commitments and deliver results.

Transparency: Transparency is the practice of openly and honestly sharing information and ideas. It involves
being straightforward, candid, and truthful in all interactions. Being transparent builds trust and credibility
by showing the speaker that you have nothing to hide and are committed to building a relationship based
on trust and respect.

Active Constructive Responding: Active constructive responding is the practice of actively engaging in and
positively reinforcing another person's good news or successes. It involves showing genuine interest, asking
questions, and expressing enthusiasm. Active constructive responding builds trust and credibility by
demonstrating that you are invested in the speaker's well-being and are committed to building a positive
and supportive relationship.

Authenticity: Authenticity is the practice of being true to oneself and one's values. It involves being genuine,
sincere, and consistent in all interactions. Being authentic builds trust and credibility by demonstrating that
you are reliable, trustworthy, and committed to building a relationship based on mutual respect and
understanding.
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Candor: Candor is the practice of being open, honest, and direct in all interactions. It involves speaking the
truth, even when it is difficult or uncomfortable. Being candid builds trust and credibility by demonstrating
that you are reliable, trustworthy, and committed to building a relationship based on mutual respect and
understanding.

Consistency: Consistency is the practice of maintaining the same behaviors, attitudes, and values over time.
It involves being reliable, dependable, and predictable in all interactions. Being consistent builds trust and
credibility by demonstrating that you are reliable, trustworthy, and committed to building a relationship
based on mutual respect and understanding.

Honesty: Honesty is the practice of telling the truth and being transparent in all interactions. It involves
being open, candid, and straightforward, even when it is difficult or uncomfortable. Being honest builds
trust and credibility by demonstrating that you are reliable, trustworthy, and committed to building a
relationship based on mutual respect and understanding.

Open-mindedness: Open-mindedness is the practice of being receptive to new ideas, perspectives, and
experiences. It involves being curious, inquisitive, and willing to consider alternative viewpoints. Being open-
minded builds trust and credibility by demonstrating that you are committed to building a relationship
based on mutual respect, understanding, and collaboration.

Positive Regard: Positive regard is the practice of viewing and treating others with respect, kindness, and
compassion. It involves seeing the best in people, acknowledging their strengths, and appreciating their
contributions. Showing positive regard builds trust and credibility by demonstrating that you value and
respect the speaker, and are committed to building a positive and supportive relationship.

Relationship Building: Relationship building is the process of developing and maintaining positive and
productive relationships with others. It involves establishing rapport, communicating effectively, and
demonstrating trust and credibility. Building positive relationships with clients is essential for success, as it
creates a foundation of trust, respect, and collaboration.

Trust: Trust is the belief that someone is reliable, honest, and committed to doing the right thing. It is the
foundation of all positive relationships, and is built through consistent and dependable actions and
behaviors. Building trust with clients is essential for success, as it creates a foundation of mutual respect,
understanding, and collaboration.

Vulnerability: Vulnerability is the practice of being open, authentic, and transparent, even when it is difficult
or uncomfortable. It involves sharing one's thoughts, feelings, and experiences, and being willing to take
risks and make mistakes. Being vulnerable builds trust and credibility by demonstrating that you are
committed to building a relationship based on mutual respect, understanding, and collaboration.

Challenges:

1. Practice active listening in your daily interactions, and pay attention to nonverbal cues and body
language.
2. Demonstrate empathy by putting yourself in someone else's shoes and seeing things from their
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perspective.

3. Establish rapport with a client by finding common ground and building a positive and supportive
relationship.

4. Be reliable by following through on your commitments and delivering results.

5. Be transparent by openly and honestly sharing information and ideas.

6. Practice active constructive responding by showing genuine interest and expressing enthusiasm for
another person's good news or successes.

7. Be authentic by being true to yourself and your values.

8. Be candid by speaking the truth, even when it is difficult or uncomfortable.

9. Be consistent by maintaining the same behaviors, attitudes, and values over time.

10. Practice open-mindedness by being receptive to new ideas, perspectives, and experiences.

11. Show positive regard by viewing and treating others with respect, kindness, and compassion.

12. Build positive relationships with clients by establishing rapport, communicating effectively, and
demonstrating trust and credibility.

13. Build trust with clients by being reliable, honest, and committed to doing the right thing.

14. Be vulnerable by sharing your thoughts, feelings, and experiences, and being willing to take risks and
make mistakes.

Examples:

1. Active Listening: "l understand that you're feeling frustrated with the delay in the project. | want to make
sure | fully understand your concerns before we move forward."

2. Empathy: "l can see why you're upset. If | were in your shoes, | would feel the same way."

3. Rapport: "We have a lot in common. We both love hiking and spending time outdoors. | think we're
going to work well together."

4. Reliability: "I promised | would have the report to you by Friday, and | always keep my promises. You can
count on me to deliver."

5. Transparency: "I want to be completely transparent with you. Here's what's happening with the project,
and here's what we need to do to move forward."

6. Active Constructive Responding: "That's fantastic news! Congratulations on your promotion. | knew you
could do it."

7. Authenticity: "l want you to know that I'm being completely honest with you. This is what | believe, and
this is what | stand for."

8. Candor: "I need to be straight with you. This isn't working, and we need to make some changes if we're
going to move forward."

9. Consistency: "I've always believed in being consistent and dependable. You can count on me to be the
same way in this relationship."

10. Honesty: "l need to be honest with you. | made a mistake, and | take full responsibility for it."

11. Open-mindedness: "I'm open to new ideas and perspectives. | want to hear what you have to say and
consider alternative viewpoints."

12. Positive Regard: "l have a lot of respect for you and the work you do. You're an inspiration to me, and |
appreciate the opportunity to work with you."
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13. Relationship Building: "l want to build a positive and productive relationship with you. Let's work
together to achieve our goals and create something amazing."
14. Trust: "l trust you, and | know that you have my
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