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Introduction

Summer 2024 Results

This document is aimed at providers and learners to help understand the standard that was
required in the summer 2024 assessment series to achieve an A grade for the 8715-033
Management and Administration Employer-Set Project (ESP).

Providers and learners may wish to use it to benchmark the performance in formative
assessment against this to help understand a potential grade that may be achieved if a
learner was to attempt the next summative assessment series.

The Employer-Set Project is graded A* to E and Unclassified.

The exemplar evidence provided for the A grade displays the holistic standard required
across the tasks to achieve the A grade boundary for the summer 2024 series.

Grade

Strongest performance

€ This evidence

Weakest performance

The Employer-Set Project brief and tasks can be downloaded from here.
Important things to note:

- We discussed the approach to standard setting/maintaining with Ofqual and the other
awarding organisations before awarding this year. We have agreed to take account of
the newness of qualifications in how we award this year to recognise that students
and teachers are less familiar with the assessments (grading-arrangements-for-
vtgsand-technical-qualifications-within-t-levels-in-the-academic-year-2023-t0-2024)
whilst also recognising the standards required for these qualifications.

- The exemplar evidence presented, as a whole, was sufficient to achieve the A grade.
However, performance across the tasks may vary (i.e. some tasks completed to a
higher/lower standard than an A grade).
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https://www.cityandguilds.com/qualifications-and-apprenticeships/business-skills/business-admin-and-public-services/8715-t-level-technical-qualification-in-management-and-administration#tab=documents
https://www.gov.uk/government/publications/ofqual-guide-for-schools-and-colleges-2024/ofqual-guide-for-schools-and-colleges-2024#grading-arrangements-for-vtqsand-technical-qualifications-within-t-levels-in-the-academic-year-2023-to-2024
https://www.gov.uk/government/publications/ofqual-guide-for-schools-and-colleges-2024/ofqual-guide-for-schools-and-colleges-2024#grading-arrangements-for-vtqsand-technical-qualifications-within-t-levels-in-the-academic-year-2023-to-2024

Marking of this Employer-Set Project is by task and Assessment Objective, below is a summary of these along with the mark achieved by
the evidence presented and the maximum mark available for each aspect.

Assessment Objectives Mark Max mark
Task
achieved available

AO1 Plan their approach to meeting the project brief
- AO3 Select relevant techniques and resources to meet the brief

Task 1.1 Investigate

- AO2b Apply core skills 6 8
- AO4a Use of Maths skills
. - AO1 Plan their approach to meeting the project brief 7 8
Task 1.2 Project - AO3 Select relevant techniques and resources to meet the brief
Initiation Document
(PID) - AOZ2a Apply core knowledge 7 9
- AO2b Apply core skills
- AO1 Plan their approach to meeting the project brief
. - AO3 Select relevant techniques and resources to meet the brief 4 9
Task 1.3 Project - AO4a Use of Maths skills
planning
- AO2a Apply core knowledge 4 8
- AO2b Apply core skills
- AO2a Apply core knowledge 7 9
Task 1.4 - AO2b Apply core skills
Presentation
- AO4b Use of Digital skills 7 10

- AO4c Use of English skills
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Assessment Objectives Mark Max mark
Task
achieved available

Task 2.1 AO1 Plan their approach to meeting the project brief
Collaborative - AO2a Apply core knowledge
problem solving 5 5

- AO2b Apply core skills
- AO2b Apply core skills

Task 2.2 Evaluation - AOb5a Realise a project outcome 10 15
- AO5b Review how well the outcome meets the brief
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Task 1.1 Investigate the project brief

Assessment number 8715-033
(eg 1234-033)

Assessment title Employer-Set Project

Candidate name <first name> <surname>

City & Guilds candidate No. al=lexpXxz:

Provider name <provider name>

City & Guilds provider No. [RelSIeieieieE]

Task(s) 1.1 Investigate the project brief
Evidence title / description (i) Research

(i) Outcome of research
(iii) Determine a solution

Date submitted by DD/MM/YY
candidate
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PESTLE Analysis

Political:

A political factor that can cause an effect on the business is that the Government can increase or decrease the
cooperation Tax on business. This cooperation tax is where a business must pay tax after a certain threshold which
is £50,000 the company will be taxed 25% of all income after meeting the threshold. If this cooperation tax where to
increase or decrease it could significantly impact the business. If it were to increase it would mean the business will
have to cut costs as there will be less revenue coming in due to tax. If it were to decrease it would mean the
business will have more revenue to spend and reinvest into their business. As the tax rate is 25% the amount of
money being taken away from the business is currently approximately £876,000. That is a significant number that
could have been reinvested into improving the services of the hotels.

Political factors - External factors - Higher Business management Revision - BBC Bitesize

Corporation Tax - GOV.UK (www.gov.uk)

Corporation Tax rates and reliefs: Rates - GOV.UK (www.gov.uk)

Another political factor is Brexit. Brexit means that the UK leaves the European union. This means that they can
have a loss of trade within the EU as there will be less customers. This means that their international customer base
will decrease. This ultimately will decrease the amount of revenue and loyal customers the CoastView has. This can
impact future plans for the organisation as they won’t be able to reach a targeted market which is the international
market.

La Moncloa. What is Brexit?

Finally, another political factor that can impact the organisation is that they can introduce new legislation about
health and safety. This means that the health and safety codes inside the new construction of the hotel could be
delayed. This is because they might have to install new safety equipment or hire another external contractor to help
assist the building. This is not ideal as they wont the hotel to be done in 6 months like advertise to the customers.
This new legislation will also mean a change on how staff is trained and how the other hotels operate.

What is the Health and Safety at Work Act? | TUC

Economic

One economic factor is interest rates. Interest rates can increase and decrease, and both can significantly impact
the business. If the interest rates are increase that would mean CoastView will have to borrow and invest less. This
is because the interest rates on investing and borrowing money has increased. This means more money having to
be repaid back to other companies at the end of the contract. This can also lead to the business saved money that
is sitting in a bank account will be increased as the interest rates have increased. If the interest rates were to
decrease it will mean the opposite. For examples they can borrow more money and invest more however, will
receive less money from the money sitting in a bank account.

What are interest rates? | Bank of England

Another economic factor is inflations. Inflation means the prices of goods and services have to increase to survive
in the new economy. Inflation will decrease and increase depending how the government tackle other economic
factors. The aim of the government is to decrease inflation as much as possible. This is because luxury items and
even food is more expensive. This means that people are unhappy and angry. This will cause an implication on
CoastView as they rely on customers spending their disposable money on them. With inflation rising, customers
will have less disposable income and cannot afford to stay at the hotel. This means that the hotel can lose revenue
as customers will stop buying luxury items and focus more on essentials like food and water.
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https://www.bbc.co.uk/bitesize/guides/zd3prj6/revision/2
https://www.gov.uk/corporation-tax
https://www.gov.uk/corporation-tax-rates
https://www.lamoncloa.gob.es/lang/en/brexit/AboutBrexit/Paginas/index.aspx
https://www.tuc.org.uk/guidance/what-health-and-safety-work-act#:%7E:text=The%20Health%20and%20Safety%20at%20Work%20Act%201974%20(HASWA)%20lays,visitors%20and%20the%20general%20public.
https://www.bankofengland.co.uk/explainers/what-are-interest-rates

Inflation: What It Is, How It Can Be Controlled, and Extreme Examples (investopedia.com)

Social:

One social factor is people lifestyles. People lifestyles will change constantly and CoastView will need to adapt to
those lifestyles. These lifestyles will depend on the new trends that is going around. For example, new fashion or
diet can come into trend and people will want to look for hotels that will accommodate their lifestyle well. This
potentially could increase revenue if CoastView is constantly adapting to people lifestyle. The current lifestyle
trend is to become healthier and fitter. So, this consist of healthy food and exercises.

Top 100 Lifestyle Trends in 2023 (trendhunter.com)

Another social factor is how ethical the business is. Being ethical would consist of reducing waste and providing a
goods of service that won’t hurt the local environment. Being ethical is also not just for customers needs but also
for the employees who work there. For example, the workers would wont the workplace to be ethical as it would
result to them having a fair wage for the work they do. If an organisation is not ethical it could cause negative
publicity and bring a bad public image and can cause people to sway away from that organisation. So, itis
important to remain ethical to meet all needs.

How to improve ethics in the workplace | cHRysos HR Solutions

Technological:

One technological factor is ICT. ICT is one of the fundamental things in a business. Having good ICT department
allows the business to communicate effectively and address any concerns. It would also mean that any technology
that are at fault can be fixed or repaired. This also allows the technology like phones, computers and tablets to all
be regularly maintained and updated. This means that there will be a less likely hood of any malfunction.

The IT Department: Roles & Responsibilities to Know (electric.ai)

Another technological factor is automation. Automation means that a machine or an Al is able to do what a human
does without needing human interference. This can be handy in a business to answer any enquiries through email.
This is because they can send an automated message to customers answering their questions. This in the long run
can help any officer workers or front desk workers with their jobs as their workload will be less.

Automation | Technology, Types, Rise, History, & Examples | Britannica

Guide to business process automation (BPA) | MuleSoft

Legal

One legal factor that can affect businesses are the employment laws. This can cause implications for hiring new
staff for part time or full time. For example, new employment laws might require new employees to be trained for a
period of time. This can cause inconveniences for the business like having to wait longer for new staff to arrive. This
can make the business have a higher workload on people. Employment laws can also mean that the minimum age
of working is either increased or decreased. Meaning either more younger people can work or less.

The real impact of the EU on UK employment law | Involvement & Participation Association (ipa-involve.com)

Another legal factor is the consumer law. This law means that all consumers (customers) information is safely
secured. This means that no one is able to access or share this information to anyone else. If someone does share
or sell this information it would be class as illegal and either a heavy fine will be filed or even prison time.
Businesses must follow these laws, or they won’t be able to receive any money from the customers. Also, if the
customers information is not secured, potential customers will be discouraged to interfere with that businesses as
leak information could lead to fraud and credit card fraud.
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https://www.investopedia.com/terms/i/inflation.asp
https://www.trendhunter.com/slideshow/2023-lifestyle-trends
https://www.chrysos.org.uk/blog/top-10-tips-for-improving-ethics-in-your-workplace
https://www.electric.ai/blog/guide-to-it-department#:%7E:text=Maintaining%20Hardware%20and%20Software,databases%2C%20and%20other%20IT%20infrastructure.
https://www.britannica.com/technology/automation
https://www.mulesoft.com/resources/api/business-process-automation?d=7013y000002pwu7AAA&utm_source=google&utm_medium=sem&utm_campaign=emea_gb_google&utm_content=mule-pg-en-mulesoft-all-txt_7013y000002pwu7AAA&utm_term=processautomation&gad_source=1&gclid=EAIaIQobChMI097VtOXVhQMVaIdQBh3EmgvEEAAYAyAAEgJbt_D_BwE&gclsrc=aw.ds
https://www.ipa-involve.com/news/the-real-impact-of-the-eu-on-uk-employment-law?gad_source=1&gclid=EAIaIQobChMImK3Dj-rVhQMVjpJQBh0hmQogEAAYAiAAEgJ7WPD_BwE

What is consumer law? | University of Law

Environmental:

The biggest environmental factor today is climate change. Climate change can affect all businesses and their
customer base. A large customer base will look for businesses that are more green friendly meaning they have a
very low carbon footprint. This will mean being sustainable. For example, by having wind or solar power buildings or
even hiring the local population to help sustain the economy there. Green friendly businesses tend to attract more
customers than non-green friendly businesses. This means that they will generate more revenue for the businesses
whilst helping the world slowly recover at the same time.

Sustainability Guide | Software AG

World Population Facts - Population Matters

Climate Change if not fixed soon can discredit any seasonal activities like going on a holiday and booking a hotel.
This is because the weather can become unpredictable due to climate change and make the summer cold and wet
and make the winter dry and hot. It also means wind speed will pick up to. This could lead to planes being cancelled
or beaches being closed due to high waves. Climate change only negatively impact businesses can cause them to
lose a lot of customer and revenue at the same time.

Gloomy forecast: The economic costs of extreme weather (ib.barclays)
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https://www.law.ac.uk/employability/legal-practice-areas/consumer-law/#:%7E:text=Consumer%20law%20provides%20protection%20to,and%20regulations%20of%20this%20directive.
https://www.softwareag.com/en_corporate/resources/software-ag/guide/sustainability.html?utm_source=google&utm_medium=cpc&utm_campaign=swag-brand_umbrella&utm_region=hq&utm_subcampaign=stg-1&utm_content=stg-1_guide_becoming-sustainable-conn-enterprise&gad_source=1&gclid=EAIaIQobChMIx6PK-ObVhQMVeZJQBh2NCgE8EAAYASAAEgITlvD_BwE
https://populationmatters.org/lp-the-facts/?gad_source=1&gclid=EAIaIQobChMIpPqbhefVhQMV-pVQBh2h5wFMEAAYASAAEgLZR_D_BwE
https://www.ib.barclays/our-insights/extreme-weather/The-economic-costs-of-extreme-weather.html?cid=paidsearch-textads_google_google_themes_extreme-weather_uk-we_extreme-weather_1907531751272&gad_source=1&gclid=EAIaIQobChMItrCDiujVhQMVY5RQBh195gjqEAAYASAAEgLTQPD_BwE&gclsrc=aw.ds

SWOT
Strength:

CoastView hotels has many strengths within its business. This can be identified through the RealStay star rating for
CoastView. According to RealStay the business has an overall star rating of 4 out of 5. This is more than the average
star rating which is 3 out of 5 stars. This 4-star rating is divided into 4 sub star rating sections. Three of which consist
of a phenomenal rating of 5 stars. This means that they are close to perfection. These 5-star rating comes from the
location, cleanliness and the value for money. This shows that these locations have little to no improvements
needed. These three 5-star reviews are the main reason why the business has a rating of 4 stars.

Another major strength of CoastView hotels is its management structure. Their management structure is a flat
management structure. This means that there is little number of roles in between the frontline employees and the
executives of the business. The best part of a flat management structure is that decisions can be made quickly. This
means that to get a response from the executives for the frontline employees can take about an hour to a day. This
means that they are able to identify issues within the organisation and come up with the solution. This also means
that the executives are able to establish new and improved policies within the organisation.

A strength of CoastView is that they have a large budget to improve the reservation and cancelation system within
the organisation. This budget consists of £150,000. This budget opens up more opportunities for the organisation
and potentially help reach customers loyalty. This also will help increase the overall satisfaction of the customers
as their issues or concerns are delt with quickly. This is the long run could increase the overall star rating of the
service from a 3-star rating to a 4-to-5-star rating.

Weaknesses:

One weakness that needs to be addressed is the wait time on customers to contact the hotel itself. The main issue
from according to reviews left by customers is that they find it difficult to book a reservation or even cancel a
reservation. By some people being unable to book a reservation, it loses the company potential revenue that can be
reinvested into the new hotel that is being built. This also loses the chance to gain a loyal customer as they are not
able to experience the hotels at all.

To cancel a reservation, the customer must inform the hotel 48 hours after initially booking a reservation at the
hotel. If they inform the hotel outside the set time, they will not be credited a refund and lose money. However,
some customers are unable to inform the hotel before the desighated time as the response time from customers to
hotel can take longer than 48 hours. This means that it has left people unable to be credited the refund even though
they informed the hotel before the 48-hour period. This leaves the customers unsatisfied as they have lost a large
ample amount of money. This leads to negative reviews meaning that other potential customers can see them and
potentially makes them to be discourage from going to CoastView at all. This in the long run will lose the
organisation a lot of money.

Another weakness that CoastView is facing is the workload on the front desk’s clerks. The front desk clerks work
8am - 8pm and have only 2 people working the whole time. These two people must handle customers in person,
answer all questions, answer the phone and answer any emails. Considering that they have clients nationally and
internationally their email and calls will be flooded constantly. The supervisor for the Front desk clerks has stated
that when they “step away from the hotel reception for any time, the answer machine messages build up and can
cause a backlog in work”. This means that customers are left unheard and dissatisfied causing the front desk clerks
to write an apology on the wait. This overall will increase the stress on the front desk clerks as more and more work
are needed to be done every day.
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Opportunities:

One opportunity that they have is the large budget that they have set themselves. This budget that consists of
£150,000 to fix the reservation and cancelation system issues. This allows them to gain more customers to their
business as the communication between the hotel and the customers will have been shorten. This means that it
has a higher chance of gaining customers loyalty which means more revenue for the business. This money then can
be reinvested into much larger project like the new hotel being built. This overall can help increase the star rating on
the business which will look appealing to potential customers and convince them to buy a reservation at the hotels.

Another opportunity that CoastView is building a new and improved hotel. This is great opportunity as it allows
more customers to attend the hotel at once. This is important has the demand for their hotels has massively
increased since the pandemic. This allows the business to reach customers loyalty much quicker as people will be
left satisfied as they are able to get a reservation. This new hotel also allows more services and attractions to be
built, this will encourage people to visit the new hotel as there are more new things to do. This new hotel will also
bring 40 new rooms for customers to buy. This in result will generate them £4,800 per day meaning they will
generate an additional £1,752,000 annually to their business just from rooms. This can be reinvested into the
business and could lead to more front desk clerks and better trained staff to reach that desirable 5-star review on
RealStay.

Threat:

A major threat that CoastView is facing right now is that they are losing the ability to satisfy their customers with
their services. This has been identified through the RealStay rating which is an external company that holds no bias
views on CoastView. It shows that the service in CoastView is only rated a 3-star rating compared to the other 3
ratings at 5-star ratings. This overall will compromise the ability of achieving an overall rating of 5-star ratings
instead of a 4-star rating. This can discourage people from booking a reservation at the hotel as service is a key and
important part to the satisfaction of the customers. This ultimately will cause people to leave bad reviews and
discourage other people to go. This means that less potential revenue is lost, meaning less money to be reinvested
into the business. This would mean that the business cannot continuously improve.

Another threat to CoastView is that they have a small workforce. Having a small workforce is a major threat to the
organisation as it can lead to many implications. One of the key implications is that they are unable to get all the
required work done. For example, answering any calls or emails or even handling a customer’s enquiries. This can
lead to many other issues that will be needed to be done, this in the long run will cause a work blockage. This not
only can cause a dissatisfied customer but an unhappy employee. The Employee could face a large amount of
stress as they are unable to do the work that they feel reliable to do. This can cause a decrease in efficiency and
could cause to employees either being let go or quitting due to the large among of stress. This is because of the
work blockage due to having a small workforce.
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Research Outcomes Summary Table

Title:

Summary:

Political:

Political factors - External factors - Higher
Business management Revision - BBC
Bitesize

Corporation Tax - GOV.UK (www.gov.uk)
Corporation Tax rates and reliefs: Rates -
GOV.UK (www.gov.uk)

These three links | used to help identify the
political factor, cooperation tax. IT showed
me how much companies get taxed after a
certain threshold. This then allows me to
identify how much CoastView will be taxed in
the current tax rates. These links also help
me understand cooperation tax to a deeper
level.

La Moncloa. What is Brexit?

This links shows the much deeper
understanding of Brexit and what impacts it
has on small and larger businesses. It also
allowed me to write explanation of Brexit with
facts and statistics.

What is the Health and Safety at Work Act? |
TUuC

This shows me how businesses adapt to new
health and safety acts and is where | got my
facts from. It also allowed to understand how
business health and safety acts can change
how businesses operate.

Economic:

What are interest rates? | Bank of England

| used the bank of England website to find the
current interest rates. This also shows me
how they have changed throughout the years
and the negative and positive impacts they
have on the general populations. IT also
showed me how businesses form small to
large are impacted from interest rates.
Inflation: What It Is, How It Can Be
Controlled, and Extreme Examples
(investopedia.com)

This was to see how much inflation has been
tackled and what it does. IT help me identify
the key pros and cons of inflation and how
they impact a business like CoastView.

Social:

Top 100 Lifestyle Trends in 2023
(trendhunter.com)

This link showed me the top 100 lifestyle
trends. | needed this information to identify
what businesses can do to help meet these
lifestyles and what will happen if they don’t
meet these new trends.
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https://www.bbc.co.uk/bitesize/guides/zd3prj6/revision/2
https://www.bbc.co.uk/bitesize/guides/zd3prj6/revision/2
https://www.bbc.co.uk/bitesize/guides/zd3prj6/revision/2
https://www.lamoncloa.gob.es/lang/en/brexit/AboutBrexit/Paginas/index.aspx
https://www.tuc.org.uk/guidance/what-health-and-safety-work-act#:%7E:text=The%20Health%20and%20Safety%20at%20Work%20Act%201974%20(HASWA)%20lays,visitors%20and%20the%20general%20public.
https://www.tuc.org.uk/guidance/what-health-and-safety-work-act#:%7E:text=The%20Health%20and%20Safety%20at%20Work%20Act%201974%20(HASWA)%20lays,visitors%20and%20the%20general%20public.
https://www.bankofengland.co.uk/explainers/what-are-interest-rates
https://www.investopedia.com/terms/i/inflation.asp
https://www.investopedia.com/terms/i/inflation.asp
https://www.investopedia.com/terms/i/inflation.asp
https://www.trendhunter.com/slideshow/2023-lifestyle-trends
https://www.trendhunter.com/slideshow/2023-lifestyle-trends

How to improve ethics in the workplace |
cHRysos HR Solutions

This showed me how different workplaces
tackle on becoming a more ethical
workplace. It allowed me to explain why
being ethical is beneficial and positive for the
business.

Technological:

The IT Department: Roles & Responsibilities
to Know (electric.ai)

This identifies what are the roles of an ICT
department and why ICT is a crucial part of a
business.

Automation | Technology, Types, Rise,
History, & Examples | Britannica

Guide to business process automation (BPA)
| MuleSoft

This gave the facts and statistics that |
needed. It also showed keys areas that
automationis usedin.

Legal:

The realimpact of the EU on UK employment
law | Involvement & Participation Association
(ipa-involve.com)

This showed how employment laws impacts
business and younger people rights to work.
It shows the consequences on not following
these laws.

What is consumer law? | University of Law
This shows how they consumers information
is stored and safely secured. This is to
prevent any fraud or people selling their
information on the black market.

Environmental:

Sustainability Guide | Software AG

World Population Facts - Population Matters
This shows the pollution in the world and why
people care about if a business is green
friendly or not. It also shows different ways a
business can become sustainable and green
friendly to meet the needs of these
customers.

Gloomy forecast: The economic costs of
extreme weather (ib.barclays)

This shows the impact of the weather on
business. It shows how planes, cars and
trains can be delayed from arriving its
destination on time. This gave me a deeper
understanding on why customers would
rather go to a business that is green friendly
compared to one thatis not green friendly.

Solution 1:

Business Booker Booking System Update |
FAQs | Premier Inn

This link shows the biggest hotel company in
the UK and how they faced a similar issue. It
also shows how they fixed it too.
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https://www.chrysos.org.uk/blog/top-10-tips-for-improving-ethics-in-your-workplace
https://www.chrysos.org.uk/blog/top-10-tips-for-improving-ethics-in-your-workplace
https://www.electric.ai/blog/guide-to-it-department#:%7E:text=Maintaining%20Hardware%20and%20Software,databases%2C%20and%20other%20IT%20infrastructure.
https://www.electric.ai/blog/guide-to-it-department#:%7E:text=Maintaining%20Hardware%20and%20Software,databases%2C%20and%20other%20IT%20infrastructure.
https://www.britannica.com/technology/automation
https://www.britannica.com/technology/automation
https://www.mulesoft.com/resources/api/business-process-automation?d=7013y000002pwu7AAA&utm_source=google&utm_medium=sem&utm_campaign=emea_gb_google&utm_content=mule-pg-en-mulesoft-all-txt_7013y000002pwu7AAA&utm_term=processautomation&gad_source=1&gclid=EAIaIQobChMI097VtOXVhQMVaIdQBh3EmgvEEAAYAyAAEgJbt_D_BwE&gclsrc=aw.ds
https://www.mulesoft.com/resources/api/business-process-automation?d=7013y000002pwu7AAA&utm_source=google&utm_medium=sem&utm_campaign=emea_gb_google&utm_content=mule-pg-en-mulesoft-all-txt_7013y000002pwu7AAA&utm_term=processautomation&gad_source=1&gclid=EAIaIQobChMI097VtOXVhQMVaIdQBh3EmgvEEAAYAyAAEgJbt_D_BwE&gclsrc=aw.ds
https://www.ipa-involve.com/news/the-real-impact-of-the-eu-on-uk-employment-law?gad_source=1&gclid=EAIaIQobChMImK3Dj-rVhQMVjpJQBh0hmQogEAAYAiAAEgJ7WPD_BwE
https://www.ipa-involve.com/news/the-real-impact-of-the-eu-on-uk-employment-law?gad_source=1&gclid=EAIaIQobChMImK3Dj-rVhQMVjpJQBh0hmQogEAAYAiAAEgJ7WPD_BwE
https://www.ipa-involve.com/news/the-real-impact-of-the-eu-on-uk-employment-law?gad_source=1&gclid=EAIaIQobChMImK3Dj-rVhQMVjpJQBh0hmQogEAAYAiAAEgJ7WPD_BwE
https://www.law.ac.uk/employability/legal-practice-areas/consumer-law/#:%7E:text=Consumer%20law%20provides%20protection%20to,and%20regulations%20of%20this%20directive.
https://www.softwareag.com/en_corporate/resources/software-ag/guide/sustainability.html?utm_source=google&utm_medium=cpc&utm_campaign=swag-brand_umbrella&utm_region=hq&utm_subcampaign=stg-1&utm_content=stg-1_guide_becoming-sustainable-conn-enterprise&gad_source=1&gclid=EAIaIQobChMIx6PK-ObVhQMVeZJQBh2NCgE8EAAYASAAEgITlvD_BwE
https://populationmatters.org/lp-the-facts/?gad_source=1&gclid=EAIaIQobChMIpPqbhefVhQMV-pVQBh2h5wFMEAAYASAAEgLZR_D_BwE
https://www.ib.barclays/our-insights/extreme-weather/The-economic-costs-of-extreme-weather.html?cid=paidsearch-textads_google_google_themes_extreme-weather_uk-we_extreme-weather_1907531751272&gad_source=1&gclid=EAIaIQobChMItrCDiujVhQMVY5RQBh195gjqEAAYASAAEgLTQPD_BwE&gclsrc=aw.ds
https://www.ib.barclays/our-insights/extreme-weather/The-economic-costs-of-extreme-weather.html?cid=paidsearch-textads_google_google_themes_extreme-weather_uk-we_extreme-weather_1907531751272&gad_source=1&gclid=EAIaIQobChMItrCDiujVhQMVY5RQBh195gjqEAAYASAAEgLTQPD_BwE&gclsrc=aw.ds
https://www.premierinn.com/gb/en/business-booker/faq/business-booking-system-update.html
https://www.premierinn.com/gb/en/business-booker/faq/business-booking-system-update.html

Solution 2:

Call Center Software & Solutions ee

Integrated Free | 3CX

This is the automated call system that will be
using in this solution. It allows any phone call
or email to be automatically answered if need

be.
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https://www.3cx.com/call-center/?gad_source=1&gclid=EAIaIQobChMIrIXLzPzVhQMVMo5QBh1pnA8xEAAYASAAEgJptPD_BwE
https://www.3cx.com/call-center/?gad_source=1&gclid=EAIaIQobChMIrIXLzPzVhQMVMo5QBh1pnA8xEAAYASAAEgJptPD_BwE

Outline of Two Possible Approaches

Introduction to the business:

I am one of three Project Coordinator that is working closely with the project manager. The project manager has
approached me to work on the part of the project that focusses on the reservation system and how cancelations
and bookings are managed. This is because Coast view is building an additional hotel as the hotels are full and
the demand for people to stay at their hotels have heavily increased since the pandemic.

This new hotel wants to keep all the positives of the previous two hotels and fix all the negatives within the two
hotels. This is to obtain customers loyalty. The main recurring issue with both hotels is that the booking and
cancellation of the reservations are difficult to do. This is because they are unable to get through to the hotel via
email or phone call. The main problem of this has been identified as it is that the two front desk clerks have an
unfair amount of workload between them both. This is because they have to do other important tasks. This
includes having conversations with current customers about any enquiries or issues they may have. As soon as
they leave the phone or computer, the amount of people who want to book or cancel any reservations has
already built up. This builds up has become unbearable to the front desk and in result means that people wait
time on the cancelation has exceed over 48 hours meaning that they will not be credited the refund. | am to also
focus on expanding services, recruitment and training.

The organisation key values are:

. Simplicity — making it simple.

. Integrity — taking responsibility.

. Empathy — caring for people.

. Personalised — respect, trust and consideration.

The organisation would like me to focus of these three key areas:
. The reservation processes.

. Expansion of services.

. Recruitment and training.

Coastview also has an in-depth monthly management meeting that will address any concerns or issues that the
organisation will face. For example, they will take update of Salcombe regularly and wants feedback on the
project through surveys. The person who will oversee this is the Project Coordinator.

Solution 1:

In this solution | will be establishing a new training programme that will help tackle the work blockage with the
front desks’ clerks. This is because currently all front desk clerks are unable to take many calls at once due to a
lack of staff. They also work between 8am — 8pm and whilst they are gone the calls and emails stack over night
meaning the bar staff has to take over for the front desk clerks. This is not ideal as there will be less attention
for the bar at nighttime. This in result could lead to a lose of money. With a larger staff working at the font desk
working 24\7 it allows the work blockage to be unblocked and allow the staff to do other jobs.

I shall hire 4 more desk clerks with an initial salary of £23,000 with training. They will be sent to an external
company that will charge us around £1,250 per person. This means that it will cost £5,000 to train all 4
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employees. | won’t be training the current 2 front desk workers as they already have experience within the job. |
will have 3 people working front desk 8am — 8pm to ensure all day calls and email are answered. | will then
have a night team working 8pm — 8 am. | have the same amount of front desk workers on each shift as
CoastView has international customers meaning that they will be in a different time zone. This means that the
company needs to be available 24/7. Similarly, the competitor Premier Inn had a similar issue as they are the
largest UK hotel branch currently. They have the issue on too many calls and emails coming in, so they hired
and trained more staff to tackle this issue. In result the workload was decreased, and all customers were happy.

By having more front desk workers, it allows them to answer the phone more. This means that they are able to
confirm any reservations made or cancelations made. This will make the customers happy and satisfied as
some customers had the issue of not being credited their refund after cancelling their reservations. This is
because it took longer than 48 hours for the front desk to respond back to the customer, in result meant that
customers where not given there money back even though they informed them before the 48 hours were over.
This left people feeling cheated and scammed and in result made them leave a negative review about the hotel.
Hopefully fixing that issue will result people to leave more positive reviews about the hotel and increase the
dragging 3-star rating of services to a 4, maybe 5-star rating.

By having a higher star rating it allows us to attract more potential customers. This is because people will first
look at the star rating before anything else and by having a higher rating will catch more people attention. This
means that in the long run could more a higher revenue. This solution will then meet all 3 key areas of
improvement.

Business Booker Booking System Update | FAQs | Premier Inn

Solution 2:

This solution will have a similar outcome to the previous solution. This solution will incorporate an automated
answering machine. This means that any call, email or question that needs to be answered online will be done
automatically. This would lead to a fast response time to other people who want to cancel their reservation or
even make on. This will ultimately stop the amount of blockage within the answer machines. It also might take
an entire job off the front desk clerks list. This machine will also be able to run 24/7 meaning the bar staff won't
need to take over from the front desk clerk when they go home. This won'’t jeopardise any font desk clerk
routine as the timing will stay the same.

The price for this software is only £14.99 per month. This is considerable cheaper than hiring new front desk
workers. However, as this business is a small business without an ICT department, | will be hiring an ICT
specialist. The average salary for one is around £21,000-£31,000 annually. This job will make sure now
blockage of calls or emails are happening under the software. They also will be task to update the website to
help customers find their question on there. It would have to be simple and easy to use.

This solution will considerable be cheaper than the other solution as it requires less resources to do. However,
this may seem impractical and cheap to the customers for a 4-star hotel. People might want to actually speak to
someone instead on listening to a robot. This means that it is a much bigger risk of failing but is way cheaper
than the other solutions. This solution will then potentially fix the reservation process, expansion of services and
the recruitment and training of staff.

Call Center Software & Solutions ° Integrated Free | 3CX
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Conclusion:

Overall, | think that solution 1 is a better solution. This is because solution 1 gives a more professional and
luxurious outlook on the business. Whereas solution 2 doesn’t give that same outlook and makes the customer
seem like their concerns or bookings are not important. By having a human talk back will give the customer a
sense of security as they are able to communicate with the hotel and know that their concerns are being talked
about and fixed. This solution is the more expensive option as | will be hiring 4 more people with, he allocated
training to help them adapt to the number of calls coming in. However, it will make the business look more
professional. This solution will also give the simplicity, integrity, empathy and personalisation that CoastView
wish to maintain. The other solution meets all of those apart from empathy as an Al can not show any human
emotions. Thus, making solution 1 a more ideal solution for this type of issue compared to solution 2.
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Solution | Number Total Percentage Of Total Low end
1: : Cost: Annually: Buget: Hours: pay
New
Staff: 4 £23,000 £92,000 61.33% 12
Training 4 £1,250 £5,000 3.33% 730
£24,250.0

Total: 0 £97,000 64.67% 742
Money
Left £53,000 35.33%
Solution | Number Total Percentage Of Total High end
1: : Cost: Annually: Buget: Hours: Pay
New
Staff: 4 £25,000 £100,000 66.66% 12
Training: 4 £1,250 £5,000 3.33% 730
Total: £26,250 £105,000 69.99% 742
Money
left: £45,000 30.01%

Key

Solution 1: Solution | am using

Solution I am not
Solution 2: using
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Task 1.2 Project Initiation Document (PID)
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(eg 1234-033)
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City & Guilds candidate No. alexpxz:

Provider name <provider name>
City & Guilds provider No. [EEEIIIIE]

Task(s) 1.2 Project Initiation Document (PID)
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Project Initiation Document (PID) Template

The size of fields within the tables below are not indicative of the expected learner responses, tables below
can be expanded, and additional rows added as needed. If learners are to hand write their response,
tables will need to be expanded prior to printing or extra paper shared.

Project Information

Project Name 1.2 project initiation document
Date 24/04/2024

Author/Project Candidate Name

Manager

Version 1

Document Approval

Date Name Signature

Background and Scope

CoastView is a business that operates and manages national and international hotels in the
UK. This business has currently 2 hotels and has seen a rise in customers after the
pandemic. As there was a rise in customers, CoastView is planning to build a third hotel
with an additional 40 more rooms. This makes the total room count to 120 rooms across the
3 hotels. However, because of this new rise in customers, CoastView is having reservation
and cancelation problems. This means that customers are unable to book a reservation to
the hotel or even cancel their reservation there. This led to many unhappy customers
leaving negative reviews that can negatively impact the business.

One of the main concerns is the cancelation issue. This is a major issue as customers will
have to inform the hotel 48 hours after booking a reservation if they want to receive any
refund. Due to the long response time the hotel has some customers have reported that
even though they cancel the reservation before the 48 hours deadline they were still not
credited any of their money due to the CoastView not responding before the 48-hour
deadline. This meant that is left customers unhappy and cheated out of their money.

These issues mainly come from the front desk clerks. These employees are unable to take
the calls, emails and concerns as they are short staffed. There are only currently 2 front
desk clerks who work between 8 am and 8 pm. This means there is a 12-hour time gap of
no calls, emails or concerns being answered by the hotel. In result of this, it led to a work
blockage as there was many calls and emails stacked that the employees have to answer.
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This led to a slower response time to the customers and made a lot of customers unhappy.
This in result made the service star review on RealStay be a 3 out of 5 stars.

As a temporary solution, CoastView made the 2-bar staff answer any calls or emails
between 8pm and 8 am. This overall will make the front desk workers workload easier in
the morning but the Bar staff are unable to answer any customers buying and food or drink
at the bar as efficient as they can.

| have been tasked to come up with a permanent solution that will ensure that the workload
of the front desk clerks is minimal and that the bar staff at nighttime won’t be needing to
divert their time to other matter. This in result can make them focus on them on work like
maintain the bar and bringing more revenue to the business.

Project Rationale

My solution will consist of hiring an additional 4 more front desk clerks, bring the total
amount of front desk workers to 6. 3 of these employees will work the day shift (8 am to 8
pm) and the other 3 will work night shifts (8pm — 8am). This means that overtime response
time will be quicker as there will be people answering any calls or emails 24/7.

These 4 new employees will also be attending training course paid by the company. This
is to give the company and customers insurance that the employees are trained for the
job. The training for the employees will take around 700 plus hours to complete. During
this time the employees will be working at the hotel at a wage of £23,000 per year. This is
the minimum amount they can earn but will rise when they are well trained and more
experienced. The other 2 won’t be attending any training courses as they have a good
amount of experience.

With the front desk being operated 24/7 the bar staff at nighttime won’t be required to
answer any more phone calls or emails. This means that they can keep their sole focus on
maintain the bar and ensuring that the customers are happy. This is helpful as the bar
tend to be more popular at nighttime meaning more revenue from the bar can be made.

As there the workload of the front desk is less, this means that they can divert their focus
on other task like promoting other products that the hotels provide. This could result into a
higher amount of revenue from any services or attractions that the hotel has.

Overall, this project aim is to ensure that all calls and emails are answered on time to

ensure, cancelation are responded, and any reservation are booked. This ultimately will
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make the hotel response time and their service star rating go from a 3 to either a 4 or a 5.
This will make more potential customers attracted to the hotel and bring in more revenue.

Project Aims and Objectives

One of the projects Aims is to achieve a 5-star rating on RealStay which is an external
company that will gives non bias views about CoastView. To achieve this aim | must
increase the services of CoastView. This is because there are 4 sub section that determine
the overall rating of CoastView. 3 of which are rated at 5 stars, and they are location,
cleanliness and value for money. However, the other sub section is rated at 3 stars out of 5
and that is services. This rating is capping CoastView from reaching 5 stars in RealStay.
Having a 5-star review means that people are more attracted to CoastView hotels and will
have a higher chance on becoming a customer. In the long run will mean more revenue for
the company. This means that services star rating must go up. In order to do that, the
reservation and cancelation problem must be fixed as the slow response time is leaving
customers unhappy and prompting them to leave a negative review. This could generate a
negative public image for CoastView. This project will fix the response time in hope to give
a better customers service to the customers and increasing the overall star rating.

Another aim is to achieve maximum efficiency at the Front desk. This is to answer calls and
emails quickly but maintaining a professional manner. To do achieve this aim | will decrease
the workload of the current front desk clerks. So, to tackle that problem | have hired 4 new
front desk clerks that will be attending a training course. This is to ensure that they are well
equipped to do the job. This course will be paid by the company. This overtime will make
them more qualified for the job and help increase the response time from the hotel. It is
important to keep in contact with the customers on a regular basis, to ensure that any
reservations are booked, any reservations are cancelled if need be and if there are any
concerns or enquiries. This in time should increase the overall efficiency of the front desk.
This will also benefit another aim on achieving a 5-star rating on RealStay.

An aim that | would like to achieve is increasing the overall sales. To do this | will make the
employees focus on their own tasks and promote other services and goods that the hotel
provides. To do this the bar staff must stop angering any calls or emails that the front desk
clerks should be doing. This is because they need to focus on selling any food or drinks to
the customer especially at nighttime as bars tend to get busier then. | will also ask all
employees to promote more goods and services. For example, the bar staff could offer a
wide selection of food and drink that the customer can choose from. Another example is
that the front desk clerks can offer any bundles, packages or extra activities that the
customers can buy to enhance their stay at the hotel. This will increase the overall sales of
goods and services and bring in a larger amount of revenue. This will help the company
ability to reinvest into the hotel and open up more attractions for the customers to enjoy.
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Another aim that we have set is to have a well-trained and professional team that will deliver
the advertise services. To achieve this aim we have made sure that the staff that need
training like new employees are probably trained. This training will be paid by the company
and will grant a qualification to all employees who is being trained. This helps these
employees build up their CV and encourages them to stay with the company as it is a
healthy work environment. This training will cost £1,250 per person and will take between 5
to 6 months for the allocated staff to be trained. Throughout the employees being trained
they will also be required to work for the company at the same time. Their starting pay will
be £23,000 and will gradually move up to £25,000. This ensure that they are full trained for
the customers. This means that we will have an experience and well trained workforce.

Budget / anticipated costs

Total budget

£150,000 (100%)

Budget breakdown

New Staff hires: 4 (£23,000 salary)

Annual pay of new staff: £23,000 x 4 = £92,000 (61.33%)
Training of new staff: £1,250 x 4 = £5,000 (3.33%)

Total amount of money used: £97,000 (64.67%)

Total budget left: £53,000 (35.33%)

Project Management Team

Role

Reports to

General Manager (1): Supervise all
managers and supervisors.

Food and Beverage Manager (1):
manages the head chef, chefs, bar staff and
waiting staff.

Front Desk Supervisor (1): Manages the
front desk clerks.

Housekeeping Manager (1): manages the
housekeepers.

Head Chef (1): Ensures that the kitchen is
maintained and efficient. Also helps cook
and prepare food for the customers.

Board of directors, CEO

General Manager

General Manager

General Manager

Food and beverage manager

Food and beverage manager

8715-033 Employer-Set Project — Summer 2024 A grade exemplar (v1.0)

22



Chefs (3): Cooks and prepare food that the
customers have asked for.

Bar Staff (2): Serves and food and drink at
the bar. This also includes alcoholic and
non-alcoholic drinks.

Waiting Staff (3): Delivers and food and
drink from the bar or the kitchen that the
customer has ordered.

Front desk clerks (6): They will be the first
impression to the customers and will assist
them with any problems. They will also be
answering ant phone calls or answering any
emails.

Housekeepers (3): They will ensure that all
rooms are clean and tidy. They will also
make sure that any products inside the
rooms are restocked and will ensure that
any special requests made by customers
are met.

Food and beverage manager

Food and beverage manager

Front desk supervisor

Housekeeping manager

Project Key Stakeholders

Name

Role and responsibilities

Employees:

Customers:

Shareholders:

The employee’s role is to deliver any
services for customers and help maintain
and operate the company. They also help
generate a revenue for the business. Their
responsibilities are to make sure that the
customers are happy and safe.

The customer’s role is to buy any services
or goods that CoastView are providing. The
customer will have little responsibilities,
apart from generating a revenue for the
company.

The shareholder’s role is to provide enough
funding for any business. In result they own
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Training Course:

a percentage of the Company, meaning
that they get a percentage of the total
revenue. Their responsibilities are to share
any experience that they have and ensure
that the company runs smoothly.

The training course company role is to train
the 4 front desk clerks to help them run the
front desk more efficient. Their
responsibility is to make sure that the front
desk workers are trained on time and well

enough like agreed upon.

Project Deliverables

Deliverable details

Format of deliverable

Completion target date

Trained and well-equipped
front desk clerks. This is to
tackle the shortage of staff.

The 4 new front desk clerks
will be attending a training
course by an external
company that will be all paid
for by CoastView. It will
make them more than
enough qualified for the role

5 to 6 months
(22/09/2024) — (24/10/2024)

and gives the company
insurance that they will
perform to a high and
professional level.
Ensuring that any | This will be done by having | 4 months
cancelation of a reservation | more staff operating 24/7. | (30/08/2024)
is responded before the 48 | This is so that the response
hours deadline is over. This | time is quick. This also
is to ensure that the |means that the hotel
customer is credited the | availability has increased
refund and remains happy | from 12 hours a day to 24
with the company. hours a day.
Risks
Risk Number Risk Details Risk Level Risk Mitigation
(Low, Med, High)

1 The new front desk To prevent this from
clerks could quit happening |  will
before the training is slowing increase
completed. This their salary each
means that they month. Their salary
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CoastView is overall
efficacy will go down
and response time
will be slower. This
could lead to
unhappy customer,
meaning a lower
chance on reaching
5 stars.

by the end of the
year will be close to
£25,000. This
amount will be the
cap on how much
they can make
currently. This is to
encourage them to
stay with the
company and
complete their
training to get more
money and a

qualification.
The front desk clerks To ensure this won’t
not preforming to the happen, regular

level that is needed.
This can reduce the
response time in
calls and emails.
This overall can
cause a decrease in
revenue for the
company. This can
also mean that
customer is
dissatisfied with their
stay, causing a
negative public
image for the
company.

performance checks
will be done by the
front desk supervisor
to make sure no one
is lacking in work.
This will also make
sure everyone is
treated equally and
make  sure the
workload is
distrusted  evenly.
This is to make sure
that work is done
efficiently as well.

Productivity
decreasing overtime
that can affect the
overall efficacy of the
company. This
means the response
time can slowly
decrease overtime
and revert back to
having a work
blockage.

To make sure
productivity remains
the same, | shall
gradually increase
peoples pay each
year if they are
preforming to a high
standard. This will
encourage them to
keeping working
hard so that they can
get an increase in
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salary meaning more
money for them.

4 The external If this does happen,
company that s CoastView can take
training the new legal actions against
employees don’t the external
train  them  well company as they
enough for the job. need to comply to
This can cause the terms and
implications  within conditions set by us
the workplace as the when our employees
workload will be were sent over to be
uneven and unfair. trained. This most

likely won’t happen
as we will be

choosing a well
reputable company
that are know for
keeping to the
contract and training
employees well.

Quality Management Method

To make sure that the company and its employees quality stays the same or increases |
shall be using the quality management method Kaizen. | shall be using continuous
improvements to make sure that they are preforming as advertise to the customers.

One way | have done this is by hiring 4 new front desk clerks that will be attending a training
course. This course will be paid by CoastView. This will make these 4 new employees’
performance overall better and more suitable for the work environment. This will improve
the ability to do task quicker and more successful. This will also increase their customer
services skill. This means that customers will feel more at home and well-treated by the
employees. It is important that these people have a talent for customers services as they
will be the first impression of the company as they will be greeting the customers and making
sure that they are comfortable in the hotel.

In result of the new front desk clerks being trained for the job, the bar staff will no longer be
needed to assist the current front desk clerks and are able to divert their focus on customers
at the bar. This will overall improve the performance of the and the bar staff and in result
they are able to generate more revenue for the company. This then can be reinvested into
the company for any improvements that is needed to be done.

By continuous improvements happening it allows the company to give a more professional
image to the customers. This will overall benefit the company and its goals.
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Project Evaluation Method

To ensure that the project is running smoothly and well, | will be making it mandatory that
all supervisors do a weekly check up on all staff and their progress. This includes the
General manager, food and beverage manager, front desk supervisor and the
housekeeping manager. They will do this to ensure that people are doing their task to the
advertise level. It will also make sure that all customers are being treated equally and well
to help secure the 5-star rating in services.

At the end of each week the general manager will do an overall look at everyone’s
performance. If someone performance is lacking the general manager will evaluate why
they are lacking behind in work and how to prevent it from happening again. They will then
inform the supervisor of their evaluation and what they need to do to make sure productivity
increase.

This is needed to be done to ensure that the project runs smoothly as the project main idea
is to train and hire new staff due to a shortage of staff. If the staff are not preforming as they
should be the whole project can be jeopardising. This means that having constant
evaluation checks so ensure that everyone is continuously improving.
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Plan On A Page

Project Goals: Why: Goal Number:
Increase Staff To increase productivity
Trained Staff Insurance of qualified staff 2
Increase Efficiency To get more jobs done quicker 3
Reduce response time Ensure customers are contacted 4
Increase overall star rating | Attract more customer to CoastView and generate more revenue 5
Goals Objectiv
thatit e
Objectives: Why: helps: Number:
This is to help increase the chance on finding a new employee that | Goal 1 1
Advertise new job offers can manage the Front desk. and 5
Find an reliable external Goal 1,
company that will train This is to give insurance to the company and the customer thatthe | 2,3 and
staff employee is qualified for the job. 5 2
Answer and phone call or This is to make sure that customers are responded on time. This
email first before any other | canincrease customers happiness as they can communicate with | Goal4, 3
job the hotel. and 5 3
Making sure every Employees working the best they can will help increase productivity
employees is working the and ensure that they are doing the job correctly with speed and Goal4, 3
best they can quality. and 5 4
Key stakeholder: Why:
They do any jobs that are needed to be done to ensure the business runs
Employees smoothly and the customers are happy.
They have a share in the business and is there best interest to share any
Shareholders experience to help the business grow.
They generate a revenue stream for the business as they are the consumers.
Customers They also help the business grow.

Local population

increase in people in the local area.

They are interested in the business as it can affect there day to day lives by an

Project Deliverables:

How:

Anincrease in efficiency

This will be done by having an increase in staff that are well trained and suitable
for the job. This means that calls and emails can be answered faster.

Qualified Staff that have been trained
well and recently

Finding a reliable external company that will train the new hires for the front
desk to be suitable for the job. Brings insurance to CoastView and customers.

A more suitable staff size for hotel size.

Advertising staff on a external company through Jobs4 hotel. Com to bring in
new employees.

Staff can focus on more task

Having an increase in staff means that more task can be done and task that
have been left out can also be done. For example answering the calls and
emails.

No need for a temporary solution for
the increase of workload for front desk
clerks

This will be done by having the solution run smoothly. This was an concern as
bar staff has to assist the front desk clerks with calls and emails when they
were gone.
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Reduce the response time between
hotel and the customers

Having the new hires at the front desk well trained and organised to allow them
to answer any call or email sent by the customers. This will also be there top

priority.

Anincrease in Star rating

This will be done as the services of the hotel as increase and improved due to

the success of the project.

Resources
Support Plan:
Amou
What: nt: Why:
Phones 6 Thisis so all 6 front desk clerks can answer the phone in case of an high input of calls.
This is so that people can write down any special orders or requests. This can also write
Pens and pencils 100 | reminders to people.
Need the paper to print and write things down. For example someone's reservation
Paper 1,000 | schedule will needed to be printed.
This is to be displayed at the front desk. This is to promote any other activities or services
Leaflets 250 | the company provides.
Each front desk clerk will need one in order to do their work and answer any customers
Computers 6 emails.
Communication
Plan:
Who: When: Why: How:
Employees will be informed
weekly to giver a overall summary
on what jobs need to be done that | Physical Meetings, Teams meetings
Employees Weekly week and what to expect. ( online platform).
Shareholders will be informed
monthly to share any
expectances or concerns thatthe | Emails, team meetings, phone
Shareholders Monthly company might have. calls.
Customers will need to be
informed daily about any
concerns or new information they
need to know about. The
company also needs to know any | Emails, phone calls, surveys,
Customers Daily customers concerns. physical conversations.
This is to ensure that the local
population has a say in what
happens with their area and has a
idea what can happen. This is to
keep them happy with the Emails, phone calls, surveys and
Local population Monthly company. letters.
This is to give an overall
evaluation on what's happening
within the company. This is to
Managers/ identify any risks or concerns that | Physical Meetings, Teams meetings
supervisors Daily might happen. ( online platform).
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This is to give an update on how
the employees are doing and how | Teams meetings (online platform),

Training course Monthly well their training is going. email, phone call.
Risk
Management
Plan
Risk
Number: Risk details: Risk Level: Risk mitigation:
The new from desk clerks To prevent this, | will slowing
could quit before the increase their salary more they get
training is complete. This trained. This will motivate them to
leave the company keep going and stay with the
understaffed and under company. This canrise up to
1 prepared. Medium £25,000.
Front desk clerks not
preforming to the level We will do regular performance
thatis needed. For checks. This will be done by the
example not answering supervisor and is to make sure no
emails or phone calls in one is lacking in work. This is so
2 time. Low everyone is equal.
Productivity decreasing
overtime. This means To ensure that productivity increase
response time will or stay the same | will gradually
decrease leading to increase people pay to motivate
3 unhappy customers. Low them to work harder and better.
The external training We will make sure we find a reliable
company is not training external company to do this. We
the employees as well as will also take legal actions against
4 they said they will. Low them if they do so too.
Evaluatio
h
methods
What
went
well: What didn’t go well: What to improve next time:
Productiv
ity went Find a training course that wont take longer than 6 months to
up. do.
Increase
in staff. Decrease the overall amount of money spent on the project.
Increase
in Finds new ways to make sure that the project is done on
revenue. time.
Efficiency
increase
d.
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Project Schedule

Month 1

Month 2

Month 3

Month 4

Month 5

Month 6

Month 7

Month 8

Month 9

Goal1l

(Objective 1)

(Objective 2)

Goal 2

(Objective 2)

Goal 3

(Objective 2)

Goal4

(Objective 3)

(Objective 4)

Goal 5

(Objective 1)

Objective 2)

(
(Objective 3)
(Objective 4)

Teams

Team
colour

A |WIN|F

Deadline:

Start date:

End date:

10/23/2024

4/23/202
4

1/10/2025

Project Schedule Evaluation:

Project will exceed the deadline, however it wont affect the hotel as by the 6 month mark the hotel is full staff with staff
continually improving.
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Task 1.4 Presentation

Assessment number 8715-033
(eg 1234-033)
Assessment title Employer-Set Project

Candidate name <first name> <surname>

City & Guilds candidate No. a\zlexpXz:

Provider name <provider name>
City & Guilds provider No. [RelISiSieier]

Task(s) 1.4 Presentation

Evidence title / description REGEERIE )

Date submitted by
candidate

DD/MM/YY
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CoastView Solution
By-(Project Coordinators)
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Introduction To the Business:

CoastView is a hotel that is based in Dartmouth, Devon and has a sister hotel
in Torquay. They saw a massive growth after the pandemic and is need of a
new hotel.

They wish to retain customers loyalty and gain a 5-star rating on an external
business website RealStay. This is to attract more people.

To keep up with the new popularity they will be building a new hotel in
Salcombe. They have a budget of £150,000 to spend on this new hotel to help
improve its success.
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Current Stafft:

General manager (1) -£45,000 - £55,000

Food and beverage Manager (1) - £30,000 - £40,000
Front Desk Supervisor (1) - £25,000 - £35,000
Housekeeping Manager (1) - £25,000 - £35,000
Head Chef (1) - £35,000 - £45,000

Chef(3) - £ 25,000 - £35,000

Front Desk Clerks (2) - £23,000 - £25,000
Housekeeper (3) - £23,000 - £25,000

Bar Staff (2) - £11.44 — 14 per hour

Waiting Staff (3) — £8.60 -£11.44 per hour.
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Issues within CoastView:

The main issue with CoastView is the slow response time from Hotel to
customers ( takes longer than 48 hours). This lowers their star rating in service.
| will be fixing these issues with my new solution. This solution will assist the 3

main areas of focus. They are:

- The reservation process (meet before 48 hours)
- Expansion of services

- Recruitment and training.

8715-033 Employer-Set Project — Summer 2024 A grade exemplar (v1.0) 37



Issues Within CoastView 2:

The reason why CoastView has a slow response time is for 2 factors. The first
factor is that they are understaffed. This means that the calls and emails are
not answered fast enough and are left to the very last.

The second factor is that they Front Desk Clerks do not operate 24/7. This is an
issue as it's an hotel meaning it must run 24/7. Their work time is 8 am to 8 pm,
leaving 12 hours of unanswered calls and emails.

The hotel has a policy that customers are unable to receive any refund if they
inform the CoastView after 48 hours. Due to the slow response time some
customers feel cheated and scammed as they informed the hotel before the
eadline and still not receive any refund.
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My solutions:

8715-033 Employer-Set Project — Summer 2024 A grade exemplar (v1.0)

My solutions will mainly focus on the response time
between the hotel and customers. This will overall
make the hotel communication much better.

| produced 2 solution that will fix the CoastView
issues. One solution is will take up much less of the
budget while the other will take up much more of
the budget.

These solution are in hope to meet that customers'
needs and concerns are addressed and that the staff
is well equipped for a large intake in customers.
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My first solution is to integrate an automated answering machine. This machine will answer
any phone calls that will come in. This won't answer any emails. This reduces the amount of
workload on the front desk clerks as there are less jobs needing to be done. This means that
they can divert their attention to answering emails and helping the hotel thrive.

As it is a machine it can also operate 24/7. This fixes the main issues that the workers have an
excess of work that needs to be done and the response time will be reduced. It also fixes the
issue that they front desk is not operated 24/7. This automated answering machine will be
quicker than any human.

This means that we will have to hire 2 IT staff to help with any malfunctions that may happen.
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Solution 2:

(expensive option)

This second solution is | will hire an additional 4 more front desk clerks. These
4 new hires will undergo a training course paid by the company and will make
them more than qualified for the position at hand. This is for insurance. They
will attend a 9-month training course. Whilst attending this training course
they will also be working at the Hotel full time if possible.

The rota for the shift will be that 3 people will be working between 8am and 8
pm. While the other 3 will be working at 8pm — 8am. This is to ensure that the
front desk is operational 24/7

This in result will reduces the response time and the workload will be much
less than before.
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Comparison:

/So[ution 2:

® Expensive
® Long time to establish
®* Works 24/[7

® Requires g-month training for 4 new staff

* Bring formality to the business

L

8715-033 Employer-Set Project — Summer 2024 A grade exemplar (v1.0) 44



Conclusion:
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Goals:

This solution has many goals and objectives that they want to meet. The main 5 goals
that the solution needs to meet are:

- Increase in staff

- Trained Staff

- Increase in efficiency

- Reduce response time

- Increase Overall star rating

These can be met through different objectives that will make these goals achievable.
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Click to add title

Praject Goals: Wihy: (ioal Numher.

Increase Seaff Toincrease productivity 1

Trained Staff Ins urance of qualiied staff 9

Increase Efficiency To get more jobs dane quicker ]

Reduceresponsetime  |Ensurecustomers are contacted 4

Increase overall star rating. |Attract more customer to CoastYiew and generate more revenue g

Objectives: Why: Goals that it helps:| Objective Number;
Advertise new job offers This is to help increase the chance on finding a new employes that can managethe Front desk. Goal 1andd 1
Find an reliable external companythat willtrain staff This is to giveinsuranceto the company and the customer that the employee is qualfied forthe job. Goal 1,2, 3and § 2
Answer and phone call or email first before any other job This is to make surethat customers are responded on time, This can increase customers happiness as they can communicate with the hotel, Goald, 3and 5 3
Making sure every employees is working the best they can Employees working the best they canwill help increase producthity and ensurethat they are doing the job correctlywith speed and quality. Goald,dand 4
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Stakeholders and their roles:

The main stakeholders of CoastView are:

*—They do any job that is needed to be done and makes sure business runs
smoothly

[BREESIBIERES - They have a share in the business and is there best interest to share
any experience to help the business grow

[BESESIBEEL- They generate a revenue stream and helps the business grow

_—They are interested about the affects the company brings to their
local community and environment.
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ﬁmmunication within the \
company needs to be quick
and easy to ensure that all task
are being done correctly. This
can be done by informing
stakeholders at convenient
time. We Aim to inform
everyone in a day or a week

@t the latest being a monthj

8715-033 Employer-Set Project — Summer 2024 A grade exemplar (v1.0)

Communication Plan:

N
The communication will be set as this:

Employees (weekly) — physical meetings or teams
(online Platform)

Shareholders (monthly) —Teams ,phone call or
email

Customers (daily) — Surveys, emails, phone calls
and physical conversations

Local population (monthly) — Letters, surveys and
phone call

Managers/supervisors (daily) = physical meetings
and teams.

Training course (monthly) — Email, phone call or

~—_teams
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Resource Plan:

This solution will not require a whole lot of resources. These resources are relatively
cheap and easy obtainable. They are:

Front desk Phones (6)

Pens and pencils (100)

Paper (1,000)

Leaflets (250)
Front Desk Computers (6)
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Gantt Chart:

Month 1 Month 2 Month3 |Month4 |MonthS |Month6 |Month?7 [Month8 |Month9

Goal 1

(Objective 1)
(Objective 2)
Goal 2

(Objective 2)

Goal 3

(Objective 2)
Goal 4
(Objective 3)
(Objective 4)
Goal 5
{Objective 1)

(Objective 2)

{Objective 3)
(Objective 4)

Team colour

Deadline:  |Startdate: |End date:

23110/2024| 23/04/2024] 10/01/2025
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Click to add title

Praject Goals: Wihy: GGoal Number.

Increase Staff T increase productivity 1

Trained Staff Insurance of gualified staff Z

Increase Efficiency To getmare jobs done quicker 3

Reduceresponsetime  |Ensurecustomers arecontacted 4

Incresse overall starrating |Attract more customer to Coast¥iew and generate more revenue §

Objectives: Why: Goals that ithelps: Objective Number:
Advertise new job offers This is to helpincreasethe chanceon finding a new employee that can manage the Front desk. Goal1andd 1
Find an reliable external companythat willtrain staff This is to give insurance to the company and the customer that the employee is qualified forthejob, Goal 1,2, 3and5 2
Answer and phone call or emailfirst before any other job This is to make sure that customers are respondled on time. This can increase customers happiness & they can communicate with the hotel Goal4,dand 3
Making sure every employees is working the best theycan Employees working the best they can will help increase producthity and ensure that they are doing the job comectly with speed and qualiy. Goald,dand 4
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Risk Management
Plan:

This solution has many risks that can take place and jeopardise the overall success of
the solution. The risks consist of the following:

- The new front desk clerks could quit before the training is complete ( )

- Front desk clerks not preforming to the level that is needed. For example, not
answering the phone calls in time. ( )

- Productivity decreasing overtime. This means response time will decrease leading
to unhappy customers ( )

- The external training company is not training the employees as well as they said
they will ( )

These risks can easily be prevented.
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Risk Management
Plan 2:

Here is how these risks can be prevented:

The new front desk clerks could quit before the training is complete ( ) —Can slowing
increase the pay to encourage them to stay and keep training. Pay for the training course.

Front desk clerks not preforming to the level that is needed. For example, not answerin%the
phone calls in time. (o) — Preforming evaluation task for the front desk clerks. Set by the
supervisors/managers.

Productivity decreasing overtime. This means response time will decrease leading to unhappy
customers (o) — Similar to the first risk, | can slowing increase their p? if they are
preforming to a good enough level. This will motivate them to work hard.

The external training company is not training the employees as well as they said they will
( ~ )- Do previous research on the company to see how reliable they are and if they can meet
the needs of our company.
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Evaluation of the project:

Evaluation methods: What didn'tgo well:

What went well:
Productivity went up.
Increase in staff. What to improve next time:
Find atraining cours that wont take longer than S months to do.
Increase in revenue. L L .
: Decrease the overall amount of money spentanthe project.
Efficiency increased. Finds e ways to make sue that theprject s doneantime,
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Conclusion:

- Solution 2 was selected (expensive option)

= Will hire 4 more front desk clerks to tackle the workload and the response time
- They will undergo training paid by the company.

- Around 36% of the budget is left

- Takes around g months maximum to complete

- Has little risks

Does not need a high demand of resources.
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Thank you for listening!

Any Questions?



Employer-Set Project — Presentation Observation Record (Task 1.4)

8715-30 T Level Technical Qualification in Management and Administration

8715-033 Employer-Set Project

Candidate name <first name> <surname>
City & Guilds candidate No. A{expXx?:

DD/MM/YY

Provider name <provider name>

City & Guilds Provider No. 999999a

Record observation notes below to inform external marking. Notes must be detailed, accurate and differentiating.
They should identify areas of strength and weakness to distinguish different levels of performance quality for
each of the prompts below. Notes do not need to duplicate information that will be seen by markers in other
evidence submitted for the task, eg presentation slides, instead they should focus on things that are observed.

Evidence of core knowledge and skills being applied to the brief

- Business, commercial, financial awareness
- Project management
- Applying logical approach to problem solving

Presentation technique and use of technical language

- Good use of specific business terms, engaging the audience, keeping the eye contact.
- Good explanations of information from the slides.

Communication with the audience

- Used both verbal and non-verbal communication, delivery was 60/40 — reading and speaking.
- Confident delivery and clear language.

Use of digital skills

- Rather simple design, in some slides there is too much text
- Used some visuals — data tables, Gantt chart. But there are no icons, pictures etc.
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Tutor questions to candidate Candidate responses

What approach did you take to planning, and Created a summary of SWOT analysis, identified

can you explain why? possible solution based on that analysis.

You have outlined in detail the risks you - Based on the probability what can happen.
anticipate from your proposed business solution, - Research information of competitors

what process did you take to determining these

risks?

You outlined briefly how your proposed solution - Based on improving the rating

meets the aims of the brief. Can you tell me the - Subsections of the rating

reasons why you think the proposal is best
suited to meets those aims?

Any other aspects

One of the tables was not very readable.
Information included — relevant to the task.
Good timing — 18 minutes from 20 allocated.

Confident answers for the questions, good knowledge.

X

DD/MM/YY

If completing electronically, double click next to the X’ to add an electronic signature once the record is finalised.
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Task 2.1 Collaborative Problem Solving

Assessment number 8715-033
(eg 1234-033)
Assessment title Employer-Set Project

Candidate name <first name> <surname>

City & Guilds candidate No. a\=lexpXz:

Provider name <provider name>
City & Guilds provider No. [RelISiSieier]

Task(s) 2.1 Collaborative Problem Solving

Evidence title / description (i) Managing Director Report
(ii) Staff email

Date submitted by
candidate

DD/MM/YY
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Managing Directors Report

It has been informed that there is an issue with staff being tipped in the workplace. Some staff are being tipped
more than others leading to an imbalanced of wages. This means that people are getting paid more than
others. In result of this, it has made some staff demotivated and unhappy to the fact that other employees are
being paid more than them due to tips. These people think that tips should not be to individuals but shared
between the team.

To tackle this issue, we have come up with the idea that tipping should still be allowed but shared at the end of
the year acting as a bonus. This bonus won’t be credited to their banks but will be credited to something that
the whole hotel would like to do. For example, the tips could go to a day out or a holiday that they all can go on
together. This means that everyone is happy, and nothing is unfair. This also means that the team can connect
with each other and potentially break the ice if there is any there.

The positive side of this is that everyone can enjoy a day out or a holiday and everything is fair and even.
However, a negative side is that the employees might not be able to agree on something as a whole. This
could lead to a risk of arguments and an unhappy workplace. This is why we will do a collective vote and the
majority will decide where to go or what to do. Thus, allowing it to be fair as the majority will win. Employees
who have not been working at the hotel for more than a year will not be eligible to attend this holiday. This is to
keep it fair as some employees might think that they don’t deserve to go on the holiday. If someone is not able
to attend the holiday, they will be credited the amount it would of cost them to attend it.
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Staff Email
Dear, Staff

It has come to our attention that the tipping system is not being distributed evenly throughout the hotel. In
result to this it has led to some staff member being unhappy and upset that they don’t receive any portion of
the tip even though they helped to obtain it.

Due to this new information, we will still keep the tipping system, but the tips will be credited to a day out or a
holiday. This must be agreed upon by the whole staff to keep it fair and even. This means that no one will be
credited additional money due to tipping and causing an imbalance of wages.

This holiday will be decided at the end of the year when all the tips have been collected and added up. To
prevent any arguments between the staff, you will all decided on one place to go to. What ever place has the
most votes in the destinated budget will win. This is to keep everything fair and justified.

If you are unable to attend that holiday or day out, you will be credited the amount of money that it would of
cost you to go. This is to ensure that everyone receives their bonus and has been identified by the company
for the hard work.

Employee who has joined recently won'’t be eligible to attend this holiday or day out. To be eligible you must
be working a minimum of a year at the company in order to attend this holiday. We have done this to keep
everyone happy and keep the work environment fair. If there is any questions or concerns about this new
system, please contact me.

From

Candidate Name.
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Employer-Set Project — Collaborative Problem Solving Observation Record (Task
21)
8715-30 T Level Technical Qualification in Management and Administration

8715-033 Employer-Set Project

Candidate name <first name> <surname>
City & Guilds candidate No. [aA=[expX”:

DD/MM/YY

Provider name <provider name>

City & Guilds Provider No. 999999a

Record observation notes below to inform external marking. Notes must be detailed, accurate and differentiating.
They should identify areas of strength and weakness to distinguish different levels of performance quality for
each of the prompts below.

Communication skills.

- Non-verbal and verbal communication
- Active listening

- Feedback

- Proper tone of voice

- Asking the questions

Collaboration/contribution to discussion.

At first the candidate took leadership role, started conversation, asked the questions. Very good level of
contribution and collaboration. Made a comment, developed other candidate’s ideas. Proposed
improvements, summarised solutions.

Ideas to solve problem / advantages and disadvantages.
- Technical accuracy

- Application of core knowledge and core skills

Generated several ideas for the problem solving, which demonstrating the following; core knowledge,
business awareness, policies and procedures, people.

Best solutions were:

1) plastic boxes for tips to gather all tips together — benefits for all.

2) Banning tips

3) Tips for the bonuses for charities or staff (added ideas to another candidate’s)
4) Add atip to a tip jar.
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Any other aspects]

Chosen good solution as tipping boxes.
Demonstrated confidence, good level of knowledge, details, time management.

Used exactly 30 minutes.

Tutor questions to candidate Candidate responses

N/A N/A

X DD/MM/YY

If completing electronically, double click next to the X’ to add an electronic signature once the record is finalised.
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Task 2.2 Evaluation

Assessment number
(eg 1234-033)
Assessment title

Candidate name

City & Guilds candidate No.

Provider name
City & Guilds provider No.

Task(s)

Evidence title / description

Date submitted by
candidate

8715-033

Employer-Set Project

<first name> <surname>

ABC1234

<provider name>
999999a

2.2 Evaluation

Evaluation

DD/MM/YY

8715-033 Employer-Set Project — Summer 2024 A grade exemplar (v1.0)

65



Evaluation

Overall, | believe that my solution has met the key project outcomes. These key project outcomes are
improving the reservation process, expansion of services and recruitment and training. One way | have
achieved the reservation process is by reducing the overall response time between the hotel and the
customer. The main flaw in the reservation process is that it took more than 2 days to receive a response from
the hotel to confirm that the reservation has been confirmed. | did this by increasing the from desk staff from 2
people to 6. By increasing the staff, it also achieves another main focus point and that is recruitment and
training. With these 4 new staff, | have made them do a mandatory training programme that is paid by the
company. This is to simply enhance their skills and giver insurance to the company and the customers that
they are qualified for their job. Finally, | have achieved the expansion of services by increasing the overall star
rating of it. This was done by having trained staff that it equipped for customers services and to ensure that the
customers’ needs have been met. This ultimately made the star rating to increase from a 3 to a 4- or 5-star
rating. This in result would also meet another key project outcome on achieving a higher star rating. Another
project outcome was to increase the overall efficiency of the front desk clerks. This was achieved by the new
hires as it means the jobs would be done quickly as there was more people to help with it.

During this project there many steps that | did to ensure the success of this project. However, some steps
could have been approached differently. One of these steps is finding a reliable external training company that
will train the new hires. The reason | would take this approach differently is because the training company took
9 months of training in order for the new hires to be trained. This is an issue as the project deadline is 6
months. This means that the project will either not be as effective in the beginning and leave a bad first
impression or delay the project as a whole for 3 months.

| believe that my Plan on A Page (POAP) was the most suitable approach. This is because it showed a clear
outline of the resource plan, communication plan, risk management, goals and objectives and the project
schedule. It showed the key areas of all of them and clearly identified what needed to be done. One thing |
would like to change next time on the POAP is the project schedule. Firstly, it needed to be within the deadline
of 6 months not 9 months and secondly it was slightly confusing. Next time | would make it simpler and have
fewer teams. However, overall, | believe that this POAP was best suited for the problem at hand.

My completed project and proposed solution met the requirements of the brief very well. It clearly met the 3
main focus points of improvement of the reservation system, expansion of services and recruitment and
training. This was all done through 4 new hires. These new hires would allow the project to run smoothly and
ensure that the customers needs are always met in a fast and reliable manner. The improvements of the
reservations and cancellations process was greatly needed as most customers where unhappy with the
response time between the hotel and the customers. In result to that the new hires would be able to answer
the phone and emails at a fast pace to ensure that customers reservations, cancellations and issues are met
as soon as possible. This will also increase the overall communication of the hotel.

Another way the project and the solution met the requirements is that it allowed the new hires to be trained
and recruited by the company. This was done by hiring them on an external website that proposed the job
description. With the 4 new hires, they will undergo a training course fully paid by the company. This means
that at the end of the training course they will receive a qualification and a new job at the hotel. This means
that the staff is increased, and the expansion of services is increased. The expansion of services is important
as it is the limiting factor for the hotel to achieve a 5-star rating. This is because the services are a rated a 3.
By increasing the staff with trained new hires, this will ultimately increase the services provided by the
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company and help achieve a 5-star rating. Thus, the project and the proposed solution met the requirements
of the brief very well.

| think that my presentation to the managing directors on my proposed solution went amazingly well. |
presented a summary of the hotel issue and its potential outcomes if not resolved. | showed 2 possible
solutions where one was much cheaper and the other much more expensive. | showed a clear communication
plan, resources plan and the project schedule. | also showed what this solution would achieve and how will it
be achieved. | clearly identified the potential risks of this solution and how to mitigate it if it does appear. | also
believe that | project my voice well and utilised non-verbal communication with my hands. However, one thing |
would like to change on the presentation is its overall design of this. In some slides there were too much text
and was difficult to read. There was a lack of pictures that would engage the listening more. Finally, the few
pictures were at a poor quality and was stretch out too much making it difficult to understand what is
happening. Overall, | believe that the presentation went well and has some areas of improvements.

The group discussion to solve the issue facing the organisation was successful. This is because me and my
colleague equally talked and shared ideas with each other. With this we were able to clearly identify the
possible risks, positives and negatives of each solution. | took lead at the first half of the discussion and set the
overall pace and approach of it. Towards the end my colleague took control to make the discussion fair and
even. At the end of the discussion, we were able to clearly identify the solution that we would do. This solution
was to tackle the tipping system. This solution made it that everyone received a reward for the tip. This means
that there is not an imbalance in pay, and everything is fair and even. This means that the employees are
happy and motivated to work.
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