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SESSION PLANS


COURSE:	ABE Level 5: Managing Stakeholder Relationships
ELEMENT:	Element 4: Stakeholder relationship management strategies. (25%)

LEARNING OUTCOME 4
4 Apply relationship management strategies for a range of internal and external stakeholders 

4.1 Identify the relationships an organisation has with a range of internal and external stakeholders  
4.2 Evaluate the relationships an organisation should have with key stakeholders  
4.3 Assess the relevance of online interactive technologies, digital media and social media in developing effective stakeholder relationships
4.4 Develop relationship management strategies appropriate for key stakeholders

[bookmark: _GoBack]NUMBER OF SESSIONS:	Four - approximately fifteen hours in total (plus self-study). 
SESSION TOPICS:			Session 1: 	Stakeholder audit and customer relationship marketing
Session 2: 	Key stakeholder relationships
Session 3: 	Online interactive technologies
Session 4:	Relationship management strategies		
Note to tutors: these are the recommended session outlines for learning outcome 4 of the ABE Level 5 Managing Stakeholder Relationships. You should follow the plan, using the resources (referenced as ‘slides’) and activities provided. It is important to enhance all sessions with local examples and case studies, involving the learners ACTIVELY wherever possible.

LO4: Session plan - SESSION 1
Stakeholder audit and customer relationship marketing

	Approx.
Duration
	Topic
	Tutor Activity
	Slides
	Learner Activity
	Formative Assessment

	3 hours
	Introduction to session and learning outcomes
	Use file: 5MSR Presentation E4
Assessment Criterion 4.1
	1-4
	Listen
	

	
	Customer retention
	Debrief Homework LO3 Activity 12
Share the benefits for the customer and the organisation at each stage of the relationship life cycle Facilitate discussion on the suitability of different tough messages
	
	Contribute to class discussion. Make notes from other people’s contributions.
	

	
	Stakeholder audit
	Facilitate Classroom Discussion
Play Youtube video
Business is about Purpose
Facilitate discussion drawing out:
· Customer relationships are much more than one off transactions
· It is important that organisations adopt a planned approach to relationships with specific stakeholder groups 
· Organisations need to be proactive approach to managing those relationships.
	5
	Classroom Discussion
Watch 
Business is about Purpose Freeman argues that business and business people can make a difference in the world, and that it's time for a new story about business as a difference maker. Contribute to class discussion
Listen, ask questions and makes notes
	

	
	
	Explain a Stakeholder audit
· Identify
· Analyse
· Set appropriate objectives
· Create appropriate stakeholder strategies
· Action 
· Measure effectiveness

Refer to Study Guide to expand

	6
	Listen, ask questions and makes notes
	

	
	
	Customer relationship marketing
· ‘A business approach that seeks to create, develop and enhance relationships with carefully targeted customers in order to improve customer value and corporate profitability and, therefore, maximise shareholder value.’ Payne (2006) 
· Closely associated with and enabled by information technology 

Refer to Study Guide to expand
	7
	Listen, ask questions and makes notes
	

	
	
	Brief Paired Activity 1
Circulate the room and provide support where necessary.  Facilitate a debrief session
	
	Paired Activity 1:
Read Relationship marketing: the new CRM

Consider an organisation with which you are familiar how can it use technology to deliver the right message to the right prospects at the lowest cost 

Listen, ask questions and makes notes
	5MSR E4 LO4 Activity 1 – Customer relationship marketing

	
	Performance indicators







	Outline Key metric /performance indicators ‘
· Net promoter scores
· Return on relationships
· Employee turnover
· Sales
· Market share
· Cost reductions
 
Refer to Study Guide to expand
	8
	Listen, ask questions and makes notes
	

	
	
	Brief on Homework Activity 2
Investigate an organisation with which you are familiar.  

What metrics/performance indicators do they use to evaluate the successful implementation of their CRM plan?
	
	Listen and ask questions as necessary
Individual activity as homework
	5MSR E3 LO4 Activity 2 – Performance Indicators

	
	Review of session and learning outcomes
		
	
	Listen 
	





LO4: Session plan - SESSION 2
Key stakeholder relationships

	Approx.
Duration
	Topic
	Tutor Activity
	Slides
	Learner Activity
	Formative Assessment

	3-4 hours
	Introduction to session and learning outcomes
	Use file: 5MSR Presentation E4
Assessment Criterion 4.2
	9
	Listen
	

	
	Performance indicators
	Debrief Homework Activity 2
Share the different metrics/performance indicators that organisations use to evaluate the success of their CRM plan
 Facilitate discussion on the different performance indicators in use
	
	Contribute to class discussion. Make notes from other people’s contributions.
	

	
	Stakeholder audit findings
	Facilitate Classroom Discussion
Facilitate discussion drawing out:
· The importance of stakeholder engagement with organisational activities
· Success means different things to different stakeholder groups
	10
	Classroom Discussion
Your project will only be considered successful if its key stakeholders perceive the project’s outcome
as a success Contribute to class discussion
Listen, ask questions and makes notes
	

	
	
	Analysis of Stakeholder audit findings
· Who will be impacted by the audit?
· What are their interests and expectations?
· What are their concerns?
· What are the limiting factors and constraints?
· What is their level of power and influence?
· What did we miss?
· How might the stakeholder change in the next 12 months?
 
Refer to Study Guide to expand
	11
	Listen, ask questions and makes notes
	

	
	
	Explain Gap Analysis
· Gap analysis is concerned with the gaps between where we are now and where we need to be 

Refer to Study Guide to expand
	12
	Listen, ask questions and makes notes
	

	
	
	Brief Individual Activity 3
Play YouTube clip Gap Analysis.

Circulate the room and provide support where necessary.  Facilitate a debrief session
	
	Individual Activity 3
Watch Gap Analysis.

Think about your Diploma Studies.  Conduct a simple gap analysis, capturing short term actions to move from your current state to future desired state 
Listen, ask questions and makes notes
	5MSR E3 LO4 Activity 3 – Gap analysis

	
	Prioritising relationships















	Prioritising relationships
Clayton (2014) developed a simple stakeholder prioritisation tool to evidence the priority that should be given to stakeholders in regards to prioritisation.  He identified three tiers of stakeholder:
Tier 1 - Identified as “customers, shareholders, directors, senior managers and key managerial and operational staff” (Clayton, 2014: Pg. 180) these stakeholders should be treated with greater levels of differentiation with a strategy which is narrowly tailored and customised to their needs.
Tier 2 - These stakeholders are “statutory, regulatory and compliance stakeholders to whom legislation or policy gives you responsibility”  and although some segmentation is required in regards to stakeholder engagement, the engagement activities are more consolidated than those used in Tier One
Tier 3 - The remaining stakeholders, classed as “all other stakeholders” are parties who you choose to engage with either because it is ethical, for reasons of fairness or because it helps manage a risk.  The engagement activities for this group are broad and generic

Refer to Study Guide to expand
	13
	Listen, ask questions and makes notes
	

	
	
	Explain Cost benefit analysis
A cost benefit analysis enables us to ensure that our plans will be of overall benefit to an organisation. That the benefits outweigh the costs. 
 
Refer to study guide to expand
	14
	Listen, ask questions and makes notes
	

	
	
	The relationship continuum
· Partner
· Collaborate
· Involve
· Engage 
· Inform
 
Refer to Study Guide to expand
	15
	Listen, ask questions and makes notes
	

	
	
	Brief on Homework Activity 4
Consider the costs and benefits associated with studying e.g. time commitment, benefit of having a qualification.  Conduct a cost/benefit analysis to determine the costs and benefits associated with studying.
	
	Listen and ask questions as necessary
Individual activity as homework
	5MSR E3 LO4 Activity 4 – Cost benefit analysis

	
	Review of session and learning outcomes
		
	
	Listen 
	





LO4: Session plan - SESSION 3
Online interactive technologies

	Approx.
Duration
	Topic
	Tutor Activity
	Slides
	Learner Activity
	Formative Assessment

	3-4 hours
	Introduction to session and learning outcomes
	Use file: 5MSR Presentation E4
Assessment Criterion 4.3
	16
	Listen
	

	
	Prioritising relationships
	Debrief Homework Activity 4
Discuss the costs and benefits associated with Diploma studies facilitate discussion on how benefits and costs can be subjective.
	
	Contribute to class discussion. Make notes from other people’s contributions.
	

	
	Online Interactive technologies








































	Facilitate Classroom Discussion
Facilitate discussion drawing out:
· Outcomes of online marketing are difficult to measure
· Having lots of likes is not the same as having stakeholder engagement
· No one really knows why something goes viral.
	17
	Classroom Discussion
More Facebook likes create massive engagement, viral excitement, and blast revenue to new heights of glory and awesomeness. Contribute to class discussion
Listen, ask questions and makes notes
	

	
	
	Describe the advantages and disadvantages of online interactive technologies from an organisational perspective 
· Speed of communication
· Reach of communication
· Lack of control over communication
 
Refer to Study Guide to expand
	18
	Listen, ask questions and makes notes
	

	
	
	Brief Paired Activity 5
Circulate the room and provide support where necessary.  Facilitate a debrief session
	
	Paired Activity 5:
Read Building social media into your stakeholder engagement strategy.

Think about organisations with which you are familiar.  How do they use social media and which tools do they find best for engaging with their stakeholders. Listen, ask questions and makes notes
	5MSR E3 LO4 Activity 5 – Stakeholder engagement

	
	
	Outline the advantages and disadvantages from a stakeholder perspective 
· Speed of communication 
· Wide reach of communication
· Cost effective communications
· Number of communication methods/opportunities

Refer to Study Guide to expand
	19
	Listen, ask questions and makes notes
	

	
	
	Outline the advantages of big data
· Organisational knowledge
· Potential customer manipulation
· Vulnerability to cyber-attacks

Refer to study guide to expand
	20
	Listen, ask questions and makes notes
	

	
	
	Brief on Homework Activity 6
Watch Kenneth Cukier: Big data is better data 
Think about an organisation with which you are familiar.  Does it have a ‘Big Data’ problem or a ‘lots of data’ problem? What benefits does Big Data offer your organisation?
	
	Listen and ask questions as necessary
Individual activity as homework
	5MSR E3 LO4 Activity 6 – Big data

	
	Review of session and learning outcomes
		
	
	Listen 
	





LO4: Session plan - SESSION 4
Relationship management strategies

	Approx.
Duration
	Topic
	Tutor Activity
	Slides
	Learner Activity
	Formative Assessment

	3-4 hours
	Introduction to session and learning outcomes
	Use file: LO4 RESOURCE
Assessment Criterion 4.4
	21
	Listen
	

	
	Online Interactive technologies

	Debrief Homework Activity 6
Discuss and share what ‘data’ problems organisations have.  Discuss the benefits that Big Data offers to an organisation. 
Facilitate discussion on the need for strategic management and ownership of big data
	
	Contribute to class discussion. Make notes from other people’s contributions.
	

	
	Relationship management strategies
	Facilitate Classroom Discussion
Facilitate discussion drawing out:
· The importance of managing stakeholder expectations
· Ensuring expectations are clarified and agreed
· SMART objective setting
· Delivering on promises
	22
	Classroom Discussion
Effective Stakeholder Management creates positive relationships with stakeholders through the appropriate management of their expectations and agreed objectives.
Contribute to class discussion
Listen, ask questions and makes notes
	

	
	
	Causes of stakeholder conflict
Clayton (2014) identified six levels of resistance and offered a practical response for each level.
I don’t understand why we need to change
I don’t understand why this change
I don’t like this change
I don’t like change
I don’t like you
I like to resist
 
Refer to Study Guide to expand
	23
	Listen, ask questions and makes notes
	

	
	
	Explain how organisations manage stakeholder conflict (Thomas and Ruble)
· Competing
· Collaborating
· Compromising
· Accommodating
· Avoiding
Refer to Study Guide to expand
	24
	Listen, ask questions and makes notes
	

	
	
	Brief Small Group Activity 7
Facilitate a discussion among the group to develop a list of strategies for resolving stakeholder conflict.
	
	Paired Activity 7:
Discuss examples of stakeholder conflict that you have experienced.  Was the conflict resolved?  How was the conflict resolved?  

Contribute to discussion
Listen, ask questions and makes notes
	5MSR E3 LO4 Activity 7 – Stakeholder conflict

	
	Public participation































	Outline the spectrum of public participation
· Inform
· Consult
· Involve
· Collaborate
· Empower

Refer to Study Guide to expand
	25
	Listen, ask questions and makes notes
	

	
	
	Brief Paired Activity 8

Circulate the room and provide support where necessary.  Facilitate a debrief session
	
	Paired Activity 8
Working in pairs, identify organisations you interact with as a stakeholder.  Map the ways that an organisation interacts with you to the spectrum of public participation.

Present your findings back to the class.
	5MSR E3 LO4 Activity 8 – spectrum of public participation

	
	
	Outline Mendelow’s Matrix based on a stakeholders power and interest
· Minimal effort
· Keep informed
· Keep satisfied
· Key players
· 
Refer to Study Guide to expand
	26
	Listen, ask questions and makes notes
	

	
	
	Effectiveness of internal and external marketing communications
· Advertising – television, radio, magazines, posters, newspapers etc
· Public relations - covers a wide range of diverse activity using a wide range of different methods of communication. From conferences to press releases
· Social media – Facebook, Twitter, instagram etc
· Mobile communications – such as SMART phones
· Blogs – online diaries 
· Direct marketing – the distribution of products, information and promotional benefits to target consumers through interactive communications in a way that allows response to be measured
· Sales promotions - incentives to consumers or the trade that are designed to stimulate purchase
· Personal selling – oral communication with perspective purchasers with the intention of making a sale
· Sponsorship – a business relationship between a provider of funds, resources or services and an individual, event or organisation which offers in return some right and association that may be used for commercial advantage

	27
	Listen, ask questions and makes notes
	

	
	
	Brief on Assignment

	28
	Listen and ask questions as necessary
	

	
	Review of unit as a whole
	Check understanding of session
Obtain feedback on unit as a whole	
	
	Listen and complete feedback forms on unit.
	




13
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