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UF2C316
Work with clients to help them to 
adhere to exercise and physical 
activity
The aim of this unit is to develop your knowledge, 
understanding and practical skills to help motivate and 
support clients to adhere to exercise and physical activity. 
You will learn how to build a good rapport with clients by 
dealing effectively with their needs.
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On completion of this unit you will:

Learning outcomes

Evidence requirements

UF2C316

1. Be able to establish and maintain an 
effective relationship with clients

2. Be able to motivate and support clients to 
adhere to exercise and physical activity

3. Be able to provide ongoing customer 
service to clients

4. Understand how to establish and maintain 
an effective relationship with clients

5. Understand how to motivate and support 
clients to adhere to exercise and physical 
activity

6. Understand how to provide ongoing 
customer service to clients

4. Range                                                         
All ranges must be competently 
demonstrated. 

5. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding listed 
in the ‘Knowledge’ section of this unit. 
In most cases this can be done by your 
assessor questioning you orally. However, 
other techniques such as projects, 
assignments and/or reflective accounts may 
also be appropriate. 

6. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes and 
ranges in this unit. All outcomes and ranges 
must be achieved. 

7. External paper                                          
There is no external paper requirement for 
this unit.                         

1. Evidence of real work activity                                     
You must produce evidence to meet all 
‘Observation’ outcomes and assessment 
criteria through your own work. 

2. Simulation                                             
Simulation is allowed for criterion 3g 
and criterion 3j, if no naturally occurring 
evidence is available.

3. Observation outcomes                     
Competent performance of ‘Observation’ 
outcomes must be demonstrated on at least 
two occasions. Assessor observations, 
witness testimony and products of work are 
likely to be the most appropriate sources of 
performance evidence. These observations 
should not be carried out on the same day. 
There should be sufficient time between 
assessments. Separating the assessment 
occasions by a period of at least one month 
is recommended.  
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Achieving observation outcomes

Achieving range

Achieving observations  
and range

UF2C316

Your assessor will observe your performance 
of practical tasks. The minimum number 
of observations required is indicated in the 
evidence requirements section of this unit.

Criteria may not always naturally occur during 
a practical observation. In such instances you 
may be required to produce supplementary 
evidence, for example, questioning, projects or 
assignments may be used to demonstrate your 
competence in this area. Your assessor will 
document the criteria that have been achieved 
by supplementary evidence. Questioning to 
gather supplementary evidence can normally 
be carried out orally. However, oral questioning 
must be recorded by the assessor, in written 
form or by other appropriate means. 

Your assessor will sign off an outcome when all 
criteria have been competently achieved in a 
single client service.

The range section indicates what must 
be covered. Ranges should be practically 
demonstrated as part of an observation. 

Your assessor will document the portfolio 
reference once a range has been competently 
achieved.
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Guidance for tutors and assessors

Tutors and assessors must refer to the 
following documents for guidance on 
assessment prior to delivering this unit. *These 
SkillsActive documents can be downloaded at               
www.SkillsActive.com:

• QCF Evidence Requirements and 
Assessment Guidance 

• Assessment Strategy for NVQs and 
SVQs

• Additional Requirements for 
Qualifications that use the title NVQ 
within the QCF

*Learning outcomes and assessment criteria in 
these documents may be numbered differently 
to VTCT ROA books.



Outcome 1

Observations

Observation 1 2 Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

You can:

UF2C316

*May be assessed by supplementary evidence.

Be able to establish and maintain an effective relationship with 
clients
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a. Present a positive image of self and 
organisation to clients

b. Establish an effective working relationship 
with clients

c. Clearly define own role and responsibilities 
with clients

d. Communicate clearly with clients in a way 
that makes them feel valued

e. Use communication and instructing styles 
that match client needs

f. Maintain a relationship with clients which 
is in line with good practice and ethical 
requirements

g. Maintain confidentiality requirements in line 
with good practice



Outcome 2

You can:

UF2C316

Observation 1 2 Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Identify the clients’ reasons for taking part in 
regular physical activity

b. Identify appropriate incentives and rewards 
for the clients taking part in physical activity

c. Identify the clients’ preferences for exercise

d. Ensure clients understand the benefits of 
taking part in exercise and physical activity

e. Provide the clients with accurate information 
about the recommended amount of physical 
activity for them to derive health benefits

f. Clearly inform the clients about other 
opportunities for regular physical activity 
appropriate to their needs, abilities and 
preferences

g. Work with the clients to reduce the barriers 
to taking part in physical activity

h. Work with the clients to make best use of 
incentives, preferences and rewards

i. Help the clients to develop and follow 
through their own motivational strategies

Be able to motivate and support clients to adhere to exercise 
and physical activity
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*May be assessed by supplementary evidence.



Outcome 3

You can:

UF2C316

Observation 1 2 Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Engage with clients during exercise

b. Respond positively to clients

c. Gather all relevant information about clients’ 
needs and expectations

d. Listen to and ask the clients questions, to 
check understanding

e. Discuss with the clients different ways of 
meeting their needs and expectations

f. Meet clients’ needs and expectations to the 
best of own ability and in line with accepted 
good practice

g. Consult another professional if clients’ 
needs and expectations are beyond own 
level of competence*

h. Provide the clients with clear information 
and advice when they need it

i. Find out how well solutions work and 
provide alternative guidance if necessary

j. Handle client complaints positively following 
agreed procedures*

Be able to provide ongoing customer service to clients
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*May be assessed by supplementary evidence.



You must practically demonstrate that you have:

Range

UF2C316

Established and maintained an effective relationship with a 
minimum of 1 type of client Portfolio reference

Individual

Group

Motivated and supported a minimum of 1 type of client to 
adhere to exercise and physical activity Portfolio reference

Individual

Group

Provided ongoing customer service to a minimum of 1 type of 
client Portfolio reference

Individual

Group
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Developing knowledge
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Achieving knowledge outcomes

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below: 

• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies

Where possible your assessor will integrate 
knowledge outcomes into practical observations 
through oral questioning. Oral questioning must 
be recorded by your assessor, in written form or 
by other appropriate means.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work, then 
there is no requirement for you to be questioned 
again on the same topic. 



Knowledge
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Understand how to establish and maintain an effective 
relationship with clients

You can: Portfolio reference 

a. Describe how to present a positive image of self and organisation

b. Describe why the relationship between the instructor and client is 
important

c. Identify the types of personal qualities that instructors need to 
develop in order to help and support clients

d. Describe why clients need to understand the instructor’s role and 
responsibilities

e. Outline the extent and limitations of own role and responsibility 
when working with clients

f. Describe how to communicate clearly with a range of different 
clients

g. Describe what is meant by a ‘professional relationship’ between 
instructor and client

h. Describe what is meant by ‘valuing diversity’ in a practical context 
when working with clients

i. Identify the types of prejudice and discrimination that individual 
clients might experience and describe how to overcome these

j. Describe what is meant by ‘confidentiality’ and why it is important 
when working with clients, other staff and professionals

k. Outline the types of information that may be subject to data 
protection/confidentiality

 

Outcome 4 
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Outcome 4 (continued) 

Understand how to establish and maintain an effective 
relationship with clients

You can: Portfolio reference 

l. Explain how to maintain client confidentiality in line with good 
practice

m. Explain how abiding by the Exercise and Fitness Code of Ethical 
Practice acts to ensure that equality and diversity are reflected 
during the exercise session

n. Identify the difference between advising on exercise participation 
and everyday lifestyle physical activity
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Outcome 5 

Understand how to motivate and support clients to adhere to 
exercise and physical activity

You can: Portfolio reference 

a. Describe the typical goals and expectations that clients have

b. Describe the types of barriers individual clients may face when 
undertaking physical activity and achieving their goals

c. Describe how clients can be helped to identify and overcome these 
barriers

d. Describe the types of incentives and rewards that may be 
appropriate to a range of different clients

e. Describe the types of exercise preferences that different clients 
may have

f. Explain why clients need to understand their own responsibility for 
personal motivation and fitness and how they can be assisted with 
this

g. Outline the communication skills needed to assist clients with 
motivation: 
• how to ask open ended questions 
• basic listening skills 
• methods of gathering personal information 
• appropriate questioning techniques 
• interpreting client responses including body language and other 
   forms of behaviour, especially when undertaking physical activity 
• means of summarising gathered information

h. Describe the health benefits of regular physical exercise
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Outcome 5 (continued) 

Understand how to motivate and support clients to adhere to 
exercise and physical activity

You can: Portfolio reference 

i. Define the amount of physical activity required to achieve health 
benefits

j. Outline the range of different types of physical activity

k. Describe how to assist clients to develop their own motivational 
strategy
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Outcome 6 

Understand how to provide ongoing customer service to 
clients

You can: Portfolio reference

a. Describe the importance of client care, both to the client and the 
organisation

b. Explain why it is important to deal effectively with client needs

c. Outline the types of information which clients need

d. Outline how to respond to requests according to the organisation’s 
procedures

e. Identify where to source relevant information to meet clients needs

f. Outline what types of issues may need to be referred to another 
professional, when to refer them and who this professional may be 
in different situations

g. State the importance of explaining any delay in dealing with clients 
and describe how to do so effectively

 


