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1       Identify one example of a type of organisation within each of the industry sectors.                        (3 marks)

                                                                                                                                                                                   (Total marks 3)

2       Describe the impact of the introduction of new employment legislation on a 
commercial organisation.                                                                                                                                   (2 marks)

                                                                                                                                                                                   (Total marks 2)

3       Describe two leadership styles.                                                                                                                        (4 marks)

                                                                                                                                                                                   (Total marks 4)

4       State one reason why it is important to have a business plan when developing 
a business.                                                                                                                                                                 (1 mark)

                                                                                                                                                                                   (Total marks 1)
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5       Identify three types of communication records.                                                                                         (3 marks)

                                                                                                                                                                                   (Total marks 3)

6       Describe what is meant by unsolicited feedback and when it should be used.                                    (3 marks)

                                                                                                                                                                                   (Total marks 3)

7       Describe why building a rapport is important in customer service.                                                        (2 marks)

                                                                                                                                                                                   (Total marks 2)

8       Identify the type of questioning to be used when clarifying understanding of customer 
needs, giving an example of when it would be used.                                                                                   (2 marks)

                                                                                                                                                                                   (Total marks 2)
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9       Describe how the governance of a charity differs from that of a profit-making Public 
Limited Company.                                                                                                                                                  (6 marks)

                                                                                                                                                                                   (Total marks 6)

10     Explain why an HR department would need an employee termination process and 
identify two items it may contain.                                                                                                                    (4 marks)

                                                                                                                                                                                   (Total marks 4)
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11     a)      Identify two leadership qualities.                                                                                                            (2 marks)

b)      Describe the impact of each on employees and the business.                                                       (4 marks)

                                                                                                                                                                                   (Total marks 6)
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12     Describe one advantage and one disadvantage for each of the following.                                        (4 marks)

                                                                                                                                                                                   (Total marks 4)

Development 
technique

Advantage Disadvantage

Coaching

Performance 
reviews
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13     Explain one barrier that can affect a restructure.                                                                                         (3 marks)

                                                                                                                                                                                   (Total marks 3)

14     a)      Identify an example of financial information that a company is required to 
produce annually.                                                                                                                                           (1 mark)

b)      Explain the importance of the information communicated.                                                            (3 marks)

                                                                                                                                                                                   (Total marks 4)
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15     Provide two evaluations of the effectiveness of team meetings when monitoring 
internal communication.                                                                                                                                     (6 marks)

                                                                                                                                                                                   (Total marks 6)

16     Describe three reasons why customer service can affect a business’ reputation.                             (6 marks)

                                                                                                                                                                                   (Total marks 6)
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17     Explain why it is necessary to have qualitative and quantitative information in the 
investigation of a complaint.                                                                                                                              (6 marks)

                                                                                                                                                                                   (Total marks 6)

18     Your employer operates an existing call centre in Sunderland. They have decided to 
expand their business to a 24/7 operation. As part of the HR team, you are asked to 
prepare a communication plan to introduce this new way of working to existing staff.

Assess the key requirements of the communication plan to facilitate discussion with 
the staff and handling of employee feedback.                                                                                            (15 marks)
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Question 18 continued

                                                                                                                                                                                 (Total marks 15)

End of assessment


