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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 a distinction grade for the 8715-
311 Business Improvement Occupational Specialism (OS).

The grade standard exemplification evidence (Grade SEM) provided for the distinction grade
displays the holistic standard required across the tasks to achieve the distinction grade
boundary in the Summer 2024 series.

The aim of these materials is to provide examples of knowledge, skills and understanding
that attested to distinction competence in Summer 2024. It is important to note that in live
assessments a candidate’s performance is very likely to exhibit a spikey profile and standard
of performance will vary across tasks.

The Occupational Specialism is graded Distinction, Merit, Pass or Unclassified.

Grade
Strongest performance

€ This evidence (holistically)

Unclassified

Weakest performance

The distinction grade boundary is based on a synoptic mark across all tasks. The materials in
this Grade SEM are separated into two sections as described below. Materials are presented
against a number of tasks from the assignment.

Task

This section details the tasks that the candidate has been asked to carry out. What needs to
be submitted for marking and any additional evidence required including any
photograph/video evidence. Also referenced in this section are the assessment themes the
candidates were marked against when completing the tasks within it. In addition, candidate
evidence that has been included or not been included in this Grade SEM has been identified
within this section.

In this Grade SEM there is candidate evidence from:

Task 1 — Information Review and Data Analysis

Task 2 — Stakeholder Mapping, Engagement and Data Analysis
Task 3 — Feasibility Review

Task 4 — Resistance Management

Task 5 — Business Improvement Proposal

Task 6 — Risk Register
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Candidate evidence

This section includes exemplars of candidate work, photographs of the work in production (or
completed) and practical observation records of the assessment completed by centre
assessors. This was evidence that was captured as part of the assessment and then
externally marked by City & Guilds.

The Occupational Specialism 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.

e The evidence presented, as a whole, was sufficient to achieve the distinction grade.
However, performance across the tasks may vary (i.e. some tasks completed to a
higher/lower standard than distinction grade).
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Grade descriptors

To achieve a distinction, a candidate will be able to:

Demonstrate an exemplary performance that fully meets the requirement of the brief.
Demonstrates expertise in technical skills and techniques when obtaining, using, and
interpreting data to support change or improvement in processes.

Competently and independently demonstrates high levels of skill when identifying the data
and information needed to support business improvement and change. Uses an exemplary
level of data acquisition, collation, analysis, and presentation in order to make informed
decisions to respond to opportunities for change or improvement to processes, with a high
level of effectiveness.

Demonstrate an exemplary use of techniques and tools required to support business
improvement and change activities with a high degree of effectiveness, demonstrating
extensive breadth and depth of knowledge and understanding of business improvement
principles and processes.

Show exemplary skills to identify and escalate potential resistance to proposed changes or
improvements to processes. Creates comprehensive guidance to support the management
of internal resistance to change.

Carry out tasks to an exemplary standard, producing an excellent quality of work that is
accurate and technically correct whilst meeting organisational and industry standards.

Demonstrate exemplary understanding and skills when engaging and communicating with
stakeholders in order to develop effective and lasting relationships that support the brief.
Competently demonstrates the selection and use of communications and media that
maximise the effectiveness and value of stakeholder relationships.

Consistently select appropriate clear and effective verbal and written communication, using
methods tailored succinctly to individual needs and tasks.
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Task 1 — Information Review and Data Analysis

Assessment number 8715-311
(eg 1234-033)
Assessment title Occupational Specialism

Candidate name <first name> <surname>

(RN ERELGICEICH O ABC1234

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

Task(s) 1

Evidence title / description e Written summary of review and analysis
e Data Analysis Plan

Date submitted by DD/MM/YY
candidate
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Task

Task 1 — Information Review and Data Analysis

You have been asked to support the Managing Director of FarmInsure in the role of a
Business Improvement Assistant to determine the best option to modernise the
organisation’s computer systems.

The purpose of this task is for you to review all the available background information in order
to identify what other data may be needed to enable you to draw conclusions and offer
options to the management team. This information will then be used to support the
development of a data analysis plan in order to show the next steps needed to respond to
the brief.

You must:

e Use arange of research, analytical and statistical tools and techniques to review and
analyse:
o The options for the business to modernise the organisation’s computer
systems.
o Organisational information and the areas where additional research may be
needed.
You should produce a short-written summary that outlines the key outcomes of your
review and analysis.

e Using the outcomes of your review and analysis, you must prepare a data analysis
plan that outlines what you will need to do to respond to the brief and how you will
undertake this.

You may use the Internet, as well as the information provided in the assignment brief, for this
task.

Resources:
e Assignment Brief
¢ Internal information sources (Figure 1 — Figure 7)
e Internet

Conditions of assessment:
e The maximum time allocated for this task is 4 hours
e You must carry out the task on your own, under controlled conditions

What must be produced for marking that marks will be awarded for:
o Written summary of review and analysis
¢ Data Analysis Plan

Additional evidence of candidate performance that must be captured for marking that
will get marks awarded for:
« Any notes produced of research undertaken including citation of sources
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Candidate evidence

Review and Analysis

Introduction

This information Review and Data Analysis has been conducted for, whether the

organisation should employ a team to develop their own software to meet the requirements.

Or FarmlInsure should approach the software company Alesha’s previous employer used and

use the same system.

| have produced a internal and external SWOT analysis which is a strategic planning

technique which will give me and the organisation a better understanding of the business, as

well as possibly leading the business in a certain direction in which option they will go for to

improve their software.

Internal SWOT Analysis

Strengths

Small, specialist insurance company
Farmlnsure has been trading for 50
years (experience)

Built up a generous fund of reserves
The Managing Director (BC) has his
daughter and son as two directors in
the business.

Office for each manager

Based in East of England

Office is in a small rural business
park.

Recruited a new Director
(innovation)

Figure 5 — A good increase in total
assets from 2021 to 2023.

Figure 5 — no long term dept
Farmlinsure is a limited company.

Weaknesses

To use the current insurance
software, the small team of
insurance agents must come into
the office to produce quotes and
take orders by phone.

Figure 5 — Increased Accounts
Payable from 2021 to 2023.

Opportunities

Embrace new ways of working
remotely.

Increasing sales through offering a
website where customers can login
to generate quotes and pay for their
insurance online.

Figure 1a — breaking into new
markets and new geographies to

Threats

Embrace new ways of working
remotely.

If John Crow takes over the
business after his father retires then
this can cause conflict between John
Crow and his sister Mary due to
Mary wanting reasoning why she did
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defend marketing position and
growing the organisations market
share

¢ Figure 4 — increase number of
insurance agents

o Figure 4 — increase farm size

o Figure 4 — increased number of
customers

e Figure 1c —rise of digital
communication platforms, social
media and mobile apps.

not have the chance to take her
father’s place.

Figure 3 — Mary Crow is concerned
the organisation does not have
enough space in the offices to
update the central computer
insurance software system, so they
would have to rent additional space
which can be costly.

Regulatory compliance

External SWOT Analysis

Strengths

o Figure 1a — UK’s Commercial
Insurance Market is estimated to
increase by £19.06 billion pounds
from 2022 to 2027.

e Figure 1b — Agriculture Insurance in
the UK Market Size on average has
grown by 1.0% per year on average
between 2018 and 2023.

e Figure 1b — Level of demand from
the agriculture sector has a strong
influence on industry revenue; the
level of demand is increasing which
will benefit Farmlnsure revenue.

Weaknesses

Figure 7 — The price for the Farm
Select in the policy type is £6,000
whereas InsureYourFarm is £8,000
showing that Farmlinsure is putting
the price quite low which effects
their revenue to not being as high as
it could be.

Opportunities

e Figure 1c — gain a stronger focus on
ESG considerations to outperform
other competitors.

e Figure 3 — proposing a merger with
InsuranceYourFarm.

e The company is not faced with a lot
of competition due to the company
being a specialist.

Threats

Figure 1a — Value of mergers and
acquisitions is falling.

Figure 1¢c — Awareness of
environmental and social issues
growing.

Written Summary

The data gathered from the Internal and External SWOT Analysis’ has given some insights

and areas Farminsure needs to consider more deeply before choosing whether the

organisation should decide which option to choose to create a better software.
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The internal strengths of the organisation, mainly focuses on what the business consists of
due to the main advantages being about the business being a family run business and that
Farminsure has been trading for 50 years and are a small, specialist insurance company.
The new Director, Alesha Anderson, has portrayed excellent innovation for the organisation
by embracing new ways to work remotely as well as coming up with the idea to increase
sales through a website. Figure 5 indicates the increase in assets for the business as well as
no long term dept which will increase the revenue of the organisation, which can lead to
more opportunities for the organisation like employing more insurance agents and increasing

farm size.

The current processes in which to use the current insurance software, the small team of ten
insurance agents must come into the office to produce quotes and take orders by phone.
This will decrease Farminsure competition because the other insurance companies will have
better software in which their insurance agents can do their work at home which means they
can get more work completing compared to the insurance agents at Farminsure having to
travel to the offices as well as having to produce quotes and take orders by phone whereas
other companies will have their quotes generated on websites which customers can see. If
the organisations are to update the central computer insurance software system, their will not
be enough space meaning they will have to rent additional space which can be a costly

threat, which leads to the question if they should merge with InsureYourFarm.

The external data of the strengths and opportunities for the business are mainly on what the
business potential growth is like and opportunities they could adapt to help the organisation ;
the potential growth for the business looks promising due to UK’s Commercial Insurance
Market is estimated to increase by £19.06 billion pounds from 2022 to 2027 indicating the
rapid increase in customers demand for commercial insurance, which is further backed up by
the Agriculture Insurance in the UK has grown by 1.0% per year on average between 2018
and 2023. Externally, the organisation also needs to put a focus on the ESG considerations
because research from McKinsey & Company portrays that companies with a stronger focus

on ESG considerations are more likely to outperform competitors.

The price for the farm selects in the policy type is £6,000 whereas InsureYourFarm is £8,000,
indicating additional research is needed in this area to possibly increase revenue due to
Farminsure select price is quite low. The value or mergers and acquisitions is falling due to
fewer larger companies to take over which leads to a threat with the option of possibly
merging with InsureYourFarm because they might see Farmlnsure as a small company

which won’t benefit them much if they are to merge compared to how much they will benefit
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Farminsure if they were to merge. With the awareness of environmental and social issues
growing, the organisation will have to conduct sustainability and customer research to

comply better with the environment and social issues.

8715-311 Occupational Specialism — Summer 2024 Distinction Grade SEM (v1-0)
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Data Analysis Plan

This data analysis plan table summarises additional research and analysis that would be

beneficial to take into for consideration, so the company’s management team decide the right

option.

Type of Activity

Why do | need to do this

What do | hope to achieve

PESTLE analysis

To identify other external
factors such as Political,
Economical, Social,
Technological, Legal and
Environmental in relation to

the proposal.

The identification of the
different points within each
factor to get deeper data to
produce a better proposal
for the more beneficial

option to decide from.

Risk Assessment

To identify any potential

risks with the considerations

A risk assessment on all
different considerations will
review the risks to help
interpret which
option/consideration has
least risks to help the
company’s management

team to decide what is best.

Customer Market Research

Engage with certain
customers to assess the
ability to work successfully
with the option the
organisation chooses to

improve their software with.

Undertaking things like
surveys and questionnaires
asking questions like, ‘how
would producing a quote on
our website benefit you
compared to getting a quote
from a insurance agent on
the phone?’. Allowing for
Farminsure to see how
much it will benefit

customers as well as them.

Competitor Research

To look at trends and

acquire ways in which other

Adapting to trends and

acquiring ways in which to

8715-311 Occupational Specialism — Summer 2024 Distinction Grade SEM (v1-0)
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companies dealt wih similar
things that Farminsure is

presented with.

overcome obstacles so the

improvement is successful.
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Task 2 — Stakeholder Mapping, Engagement and Data

>
S
=3
<
-
»

Assessment number 8715-311
(eg 1234-033)

Assessment title Occupational Specialism

Candidate name <first name> <surname>

(RN ERELGICEICH O ABC1234

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

Task(s) 2

Evidence title / description e Stakeholder map
e Written summary of potential impacts to stakeholders
e Stakeholder communication plan

Date submitted by DD/MM/YY
candidate
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Task

Task 2 — Stakeholder Mapping, Engagement and Communication

The purpose of this task is for you to analyse the potential impact on stakeholders if the
organisation were to merge with InsureYourFarm.

You must:

¢ Create a stakeholder map to include internal and external stakeholders in the
business, including their level of power/interest.

e Write a summary of the potential impacts that may be experienced by different
stakeholders if Farminsure were to proceed to propose a merger with
InsureYourFarm.

e Create a stakeholder communication plan showing how they will consult stakeholders
in response to any impacts, along with any potential improvements and changes that
may arise from Farminsure and InsureYourFarm merging.

Resources:

Assignment Brief

Extraordinary Directors Meeting: Agenda and Minutes (Figure 3)
Business Comparison (Figure 4)

Farminsure Ltd Abbreviated Accounts (Figure 5)
InsureYourFarm Ltd Abbreviated Accounts (Figure 6)

Insurance Comparisons (Figure 7)

Conditions of assessment:
o The maximum time allocated for this task is 4 hours
e You must carry out the task on your own, under controlled conditions

What must be produced for marking that marks will be awarded for:
e Stakeholder map
e Written summary of potential impacts to stakeholders
e Stakeholder communication plan
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Candidate evidence

Stakeholder Map

Analysing the potential impact on stakeholders if the organisation were to merge with

InsureYourFarm.

Introduction

In this part of the proposal,

| will be proposing a stakeholder map which analyses the potential impacts on stakeholders
is the organisation were to merge with InsureYourFarm.

Stakeholders Internal/ | Role Expectations/issues Level of | Level of
External interest | Influence
High=5 | High=5
Low-1 Low=1
CEO Internal | As part of InsureYourFarm The CEO expectations for 5 5
merging with Farminsure it | the organisation is to see
(InsureYourFarm is essential for the CEO to benefits from merging both
— Jim Spruce, ensure efficiency and good | organisations and to ensure
Managing business culture within the consistent growth of the
Director — also organisation, as well as business. Issues can be
CEO) building relationships with created by the business not
the new merged meeting the CEO
stakeholders. Also, to plan expectations which can
future business goals with result in a negative
managers and to analyse relationship between the
where they want to be in a CEO and the other
certain time frame. stakeholders because the
CEO sees no benefit in the
merge of the organisations.
Directors Internal | Managing Director and Managing Director and 5 4
Alesha Anderson need to Alesha Anderson; for all
(Managing create awareness of the stakeholders to be aware of

Director, Alesha
Anderson, Non-
executive
Director)

new software system to
InsureYourFarm
stakeholders who are lower
in the business hierarchy,
and to monitor the
managers to see if they are
doing their role correctly.
Also to encourage
innovation from
stakeholders to help
improve the organisation.
The Non-Executive Director
role is to attend the
company management
meetings as well as build

the new software system
and for the stakeholders to
show their understanding of
the software system.
Furthermore, for managers
to be meeting the directors’
expectations of how they
should be doing their role. If
the managers demonstrate
poor work in their role, then
this can lead to
consequences for the
managers which can lead to
a bad relationships between

8715-311 Occupational Specialism — Summer 2024 Distinction Grade SEM (v1-0)
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positive relationships with
the new InsureYourFarm
stakeholders.

directors and managers in
the organisation.

Managers Internal | Insurance Service Insurance Service
Manager, Monitor the Manager expects for
(Insurance insurance agents due to insurance agents to maintain
Service them working from home so | a good level of customer
Manager, Office they need to ensure the service towards customers
Manager — also agents are getting work to create more loyal
director) completed. customers for the business
Office Manager, to as well as increase
continue to maintain the customer base. Moreover,
office in the business park, keeping up a high level of
as well as assisting the work by insuring lots of
insurance service manager | customers so it increases
due to them potentially business revenue.
getting work overload Office Manager, For the
because of the increase in offices to be consistently be
insurance agents with the maintained and assisting the
merging of InsureYourFarm. | insurance service manager
when needed. An issue
could occur between Office
Manager and Insurance
Service Manager due to the
Office Manager not being as
experienced and as highly
skilled than the Insurance
Servicing Manager within
the insurance service
department, so the work
they may be given from the
Insurance Service Manager
may not be up to the
standard the insurance
manager wants which could
lead to conflict between both
stakeholders.
Employees Internal | Farminsure insurance Farminsure insurance

(FarmlInsure
insurance
agents,
InsureYourFarm
insurance
agents)

agents and
InsureYourFarm
insurance agents; their
role is to follow commands
from managers/directors, as
well as maintaining good
relationships with all
insurance agents which
creates a comfortable
working environment.
Moreover, to meet
objectives and KPI's set by
directors/managers.

agents and
InsureYourFarm insurance
agents will expect to be
treated well and to work
within a comfortable working
environment to ensure
objectives and KPI's are
being met due to them being
motivated because they feel
comfortable and enjoy
working for an organisation
which treats them well.
Issues can be created very
easily by possibly certain

8715-311 Occupational Specialism — Summer 2024 Distinction Grade SEM (v1-0)

17




employees/employee having
bad behaviour which other
insurance agents feel
uncomfortable to be around
and this could reflect onto
the business.

Customers External | Farminsure customers, FarmlInsure customers,
InsureYourFarm InsureYourFarm customers

(Farmlnsure customers and online and online customers ill

customers, customers, role is to expect their demands to be

InsureYourFarm ensure the validity of both met, as well as to be dealt

customers, businesses merging by with in a professional

online being loyal and to ensure manner from insurance

customers) their demand is being met. agents. Customer may

cause issues by portraying
the organisation as not
being very good due to an
insurance agent not treating
them well, leading to the
customer saying their
negative experience to
friends/family as well as
through the business
website which creates a bad
brand image on the
organisation.

Competitors External | To increase competition to Competitors always want
keep the newly merged competition because it
organisation to stay allows them to improve and
motivated and develop more | grow their business by
as a business to become getting new ideas from their
better than their competitors, as well as an
competitors. increase in motivation

because they want to be
better than their competitors.

Government External | Government role is to Government will expect

ensure the organisation has
regulatory compliance due
to it being a legal
requirement for insurers.

Farminsure and
InsureYourFarm to meet
regulatory compliances. If
the organisation is to not
meet regulatory compliances
or they can be consequence
with a fine or any
punishment the government
finds suitable.

8715-311 Occupational Specialism — Summer 2024 Distinction Grade SEM (v1-0)

18




Written Summary

Internal Stakeholders — CEQO, Directors, Manager and Employees

This Written Summary of the internal stakeholders is going to explain the potential impacts
that may be experienced by different stakeholders if Farminsure were to proceed to propose
a merger with InsureYourFarm.

The CEOs of the organisation will be presented with many impacts on the organisation if they
were to merge. The organisation will have beneficial impacts because there will be a staff
increase of insurance agents. The increase of insurance agents will allow the business to
create a wider customer base because the customers of the businesses will be joined
together because both businesses will become one. This further shows that there would be
an increase in revenue because more customers will be insured, allowing the business to
consistently grow to become a bigger and more successful organisation. But negative
impacts can also happen due to other internal and some external stakeholders might not
meet the CEO expectations which can lead to anger and frustration from the CEO because
they may feel like the merge of the businesses was not beneficial.

The Directors will need to create awareness of the new software system to the stakeholders
in the business because the stakeholders who are not used to the new software system will
feel like they have been thrown into the deep end of it with no sense of direction of what the
new software system means for them. Also, the directors need to exaggerate the importance
of innovation from stakeholders because the more innovation within a business then the
more ideas on how the business can grow in certain areas.

The Insurance Service Manager and the Office Manager play a big role within the merge of
both organisations because the main element of a manager is to manage and monitor the
employees.Whereas this may prove difficult because with the new software system it will
allow the insurance agents to work from home which increases the lack of control the
business has on the insurance agents due to them not being in the workplace. A positive
impact can come from this as it can increase trust amongst the different stakeholders
because if the insurance agents are still completing the same amount of work as they would
as if they were in the office , then it will decrease stress for the managers because they trust
the insurance agents to meet objective and KPI's because they get just as much work
completed at home then if they were in the office.

External stakeholders — Customers, Competitors and Government

This Written Summary of the external stakeholders is going to explain the potential impacts
that may be experienced by different stakeholders if FarmInsure were to proceed to propose
a merger with InsureYourFarm.

Customers are potentially the most important stakeholder to any for-profit organisation. They
bring many positive impacts as well as negative impacts to businesses. Customers base is
increased depending on the level of customer service and the quality of the potential merged
organisations service. A large, loyal customer base allows a rapid increase in revenue to the
business because more and more customers are buying insurance from the company. This
will constantly increase because more and more customers will hear the positive experiences
with the organisation’s services. But this can also be affected by some customers potentially
having bad experiences with the organisations services or customer service which can lead
to negative comments about the organisation creating people not wanting to be a customer
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of the business and the exposure to bad feedback on the companys website can create a
bad brand image. Bad expewrinces can consist of the customers demand not being met by
the business, the customer service speaking in an unprofessional manner and the quality of
the service not meeting the customers expectations (cost of insurance is too high).

Both businesses merging together will increase competition among other similar
organisations because customers will always go for the better insurance company because
they get better insurance price and have better quality service so the competition will
constantly increase due to each business anting to be better than each other.

The Government can create a big negative impact if the business does not meet regulatory
compliances then they can be fined or get a further consequence.This can effect business
net profit due toan increase of expenses having to pay of the fines from the government.
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Stakeholder Communication Plan

The Stakeholder Communication Plan shows the level of interest compated to the level of
influence of the stakeholders. These stakeholders are groups , individuals , teams and
businesses which are very important to the organisation because the business need these
stakeholders to function and grow

High
F

High Interest and Low Influence High Interest and High Influence

* Insurance Service Manager * CEO
* Office Manager * Directors
* Competitors

.

17

[

| .

Q

Par}

£

Y

L Low Interest and Low Influence Low Interest and High Influence
2

9 * Government * Employees

* Customers

Low

Low » High

Level of Influence

Business Goals:

Goal 1: To improve the software system the most efficient and cost-effective way.

Goal 2: For the business to grow into a larger insurance company rather than a small
company.

Communication Objectives:

¢ Merge with InsureYourFarm

e Develop a software to meet the requirements.

e Consistently good communication throughout the business when working from
home after the improvement of the software system

Overriding Key Messages:

o Small specialised insurance company

e |t has been trading for 50 years.
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e Family run business

e Bob Crow has led the business for 40 years.

Stakeholder | Internal/ | Priority | Key Messages Communication/ | Who Budget
External | High=5 media
Low=1
CEO Internal | 5 The merge with e Online CEO/HR £2500
InsureYourFarm will help meeting
employees improve their skills e Direct Mail
as well as have a better
software system so they can
work from home.
Directors Internal | 5 To increase innovation of all e 1on1 CEO £800
stakeholders and adapt to the meeting
new software system e Direct
Message
e Teams
Call
Managers Internal | 4 Ensure the insurance agents ¢ Team Directors £10,000
give the customers the best Meeting
experience they can get at our e Direct
organisation Message
Employees | Internal | 3 To be professional towards e Email HR £0
customers and to work in a Direct
comfortable working Message
environment
Customers External | 4 To gain loyalty to the o Website Employees £1,000
organisation and to meet their Review
demand ¢ Company
Telephone
Competitors | External | 2 To always increase e Company | CEO £0
competition with competition Telephone
e Email
Government | External | 2 Meet the regulatory e Online HR £8,000
compliances Meeting
e 1on1
meeting
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Task 3 — Feasibility Review

Assessment number
(eg 1234-033)

Assessment title

Candidate name

Provider name

City & Guilds provider No.

Task(s)

Evidence title / description

8715-311

Occupational specialism

<first name> <surname>

(o1 A\ W[ QT To [ EIN [ ABC1234

<provider name>
999999a

Demonstration of calculations, costings and statistical
analysis using appropriate tools.
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Task

Task 3 — Feasibility Review

The purpose of this task is for you to analyse the costs of each option to update
Farminsure’s computer system to determine which option is feasible for the business.

You must:

Using the costs to develop a new software system (Figure 1) and the company
accounts for Farminsure (Figure 5), calculate which option Farminsure can afford to
proceed with.

Compare the costs of building new software, buying an external system or merging
with InsureYourFarm to inform decision making.

Write a factual statement to the Managing Director summarising the results of your
statistical analysis. Candidates are not being asked for options or recommendations
at this stage.

Resources:

Assignment Brief

Costs to develop a new software system (Figure 2)
Farminsure Ltd Abbreviated Accounts (Figure 5)
InsureYourFarm Ltd Abbreviated Accounts (Figure 6)
Insurance Comparisons (Figure 7)

Conditions of assessment:

The maximum time allocated for this task is 6 hours
You must carry out the task on your own, under controlled conditions

What must be produced for marking that marks will be awarded for:

Demonstration of calculations, costings and statistical analysis using appropriate
tools.
Statement summarising statistical analysis to the Managing Director, Bob Crow.
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Candidate evidence

Evidence of Costings

Introduction

This Feasibility Review is to analyse the costs of each option to update Farminsure’s
computer system to determine which option is feasible for the business.

Which option can Farminsure afford to proceed with?

Option 1 — Develop Own Software

To develop their own software system, Farminsure would need to employ a team of
additional staff to design and build the new software, and then also maintain it once it has
gone into production and replaced the old software. They would need to employ:
e 1x Business Analyst = £80,000 salary per year
2x Software Developers = £65,000 salary per year x2
1x Tester/Development Manager = £50,000 salary per year
1x Support Technician = £35,000 salary per year
Additional annual external cost = £15,000 per year

Total = £310,000 per year
Farmlinsure retained earnings = £839,000 - £310,000 = £529,000 (new retained earnings)

- It will cost the business £310,000 every year to meet the salary for the new staff.

- From year 2021 to 2022 the business retained earnings profited by £42,600 and then
from year 2022 to 2023 the business increased retained earnings by £68,400 which
shows a yearly percentage increase of retained earning profit of around 60.564%

- 8o, | predict if we calculate a 60.564% increase in 2024 it becomes around £110,000.

- This shows the business after a few years will become bankrupt because the
business will loose £198,000 (£310,000 - £110,000) every year which will take around
4 to 5 years for the business to become bankrupt because if we increase the retained
earnings by 60.5% every year the business will become bankrupt before its retained
earnings profit reaches over £310,000 in the year.

- This means the option one is unaffordable for the business.

Option 2 — Buy-in and customise

For FarmInsure to buy-in and customise the same cloud-based system that InsureYourFarm
are using, the costs would be:
e Annual license fee = £120,000
¢ One-time initial setup fee to configure the system = £75,000
¢ Additional charges would be charged per change of project = £10,000 (may not be
needed in first year)

Total = £195,000 (excluding additional charge)
Total = £205,000 (including additional charge if they were to make a change)
Farmlinsure retained earnings = £839,000 - £195,000 = £644,000 (new retained earnings)
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- The £75,000 initial setup fee to configure the system is a one-time fee which means
from year 2 onwards the organisation will not have to pay the £75,000 which means
the yearly fee would be £120,000 (£195,000 - £75,000).

- From 2021 to 2022 the business retained earnings profited by £42,600 (£770,600 -
£728,000) and then from 2022 to 2023 the business retained earnings profited by
£68,400 (£839,000 - £770,600) which shows a yearly percentage increase of retained
earning profit of around 60.564%

- So, if we calculate a 60.564% increase in 2024 it becomes £110,000 (not 100%
accurate)

- This shows that option 2 is affordable because the retained earnings profit over the
course of 2 years will cover the cost of the annual license fee to buy in and customise
the same cloud-based system that InsureYourFarm are using.

Compare the costs of building new software, buying an external system, or merging with
InsureYourFarm to inform decision making.

If FarmInsure and InsureYourFarm was to merge, the cost will be £10,000 which covers the
cost of merge as well as the cost to customise the current software system InsureYourFarm
operates in to manager to get in 10 more insurance agents from Farminsure into the
software system because we assume that the software system that InsureYourFarm uses
will not be able to operate with 10 more insurance agents without customisation. Merging
both businesses will be most cost effective for Farminsure out of all 3 options because the
cost will only be £10,000 which does not really affect their £839,000 of retained earnings
compared to the cost of the other options both being 6 figures.

If Farminsure was to develop their own software, the cost of this project for year 1 will be
manageable for the business due to £839,000 covering the cost , but from year to year of
having to pay the cost of £310,000 for the stakeholders salary will eventually cause the
business to become bankrupt due to the retained earning profits will not be more than
£310,000 resulting in them losing money every year further leading to bankruptcy. Compared
to merging the businesses which will cost Farminsure £10,000 just once unless they are to
make any further changes after the customisation of the software system which will keep on
costing them £10,000 every time.

Buying in an external system will be a little bit costly for the business because for the first 2
years, the annua license fee will be more than the retained earnings profit they make through
the years. But we assume that after the second year the business will make more than
£120,000 meaning they will cover the cost of the annual fee as well as making profit. Every
year we assume the business will consistently increase in retained earnings profit allowing
them to be able to comfortably pay the cost of the annual license fee and make profit.
Compared to merging the business, both options have their pros and cons against each
other. Buying in an external software system will mean that the Farminsure will be able to
stay as one business and stay as a family run business and will also not provoke any issues
between Farminsure and InsureYourFarm because when businesses merge their can easily
be problems and conflict over different areas of the business. But merging with
InsureYourFarm will be a lot more cost effective as they only must pay £10,000 as well as
joining both businesses retained earnings together which would make £3,620,000 in retained
earnings due to adding FarmInsure £839,000 of retained earnings to InsureYourFarms
£2,793,000 of retained yearly earnings.
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Building a new software and buying an external system have a similar process in the sense
of the business having to pay a yearly cost of them. But FarmInsure developing their own
software costs a lot more money than buying in an external system and the external system
is affordable unlike building a new software. Furthermore, building a new software could
benefit the business more due to the business being able to customise the software at the
start exactly how they want it creating the business to become more efficient , whereas
buying-in an external system that works well for InsureYourFarm may not work well for
Farminsure due to them being different businesses buy Farminsure could make changes to
the software system to suit them more but could be costly as it is £10,000 per change.

ROI for Farmlnsure merging with InsureYourFarm

- Farminsure retained earnings = £839,000
- InsureYourFarm retained earnings - £2,793,000
- Total £3,620,000 - £839,000 - £2,793,000 / £839,000 — 3.32% x100 = £332,000
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Summary Statement

The factual statement contains the analysis of the data from the information | have provided
from all three different options which | have explained in this document.

After analysing the data, for the business to develop their own software it will cost them
£310,000 yearly to cover the cost of the new employee’s salary which consists of one
Business Analyst, two Software Developers, one Tester/Development Manager and one
support technician. From the calculations, this option is unaffordable due to £310,000 being
more than Farminsures retained earnings profits yearly meaning they will keep on loosing
money and become bankrupt before being able to afford £310,000 yearly when their profit
margins have increased to over £310,000. The cost for FarmInsure to buy-in and customise
the same cloud-based system that InsureYourFarm are using (option 2), the costs would be
£120,000 for the annual license fee and the one-time initial setup fee to configure the system
which costs £75,000. But this £75,000 only must be payed for the first year and from the
second year onwards the organisation will not have to pay £75,000 meaning the yearly cost
will become £120,000 per year, which the business is able to afford after 2 years of
increased retained earning profit. Furthermore, within this option there contains £10,000 of
additional charges for per change of the project.

Option 2 is affordable for the business we assume a 60.564% increase in retained earnings
profit each year which means from 2023 to 2024 it might be around £110,000 and then from
2024 to 2025 we assume there will be another 60.564% increase which will make the
retained earnings profit higher than £120,000 which means this option is affordable because
after 2 years the retained earnings profit will cover this annual fee of £120,000.

After reviewing the option for Farminsure and InsureYourFarm to merge it will cost nothing
for the merging process, but it will cost Farmlnsure £10,000 to change the InsureYourFarm’s
software system due to it being £10,000 per change and they will need to change the
software system because the software system will not take 10 more insurance agents and
other Farmlnsure internal stakeholders without being customised. The Return on Investment
(ROI) for FarmInsure to merge with InsureYourFarm to my calculations would be 3.32%
which is £332,000 which is very financially benefitting for Farminsure.
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Task

Task 4 — Resistance Management

The purpose of this task is for you to recognise what do to when presented with resistance to
change during the research of an improvement project.

You have been asked to speak to each of the directors and the non-executive director to
confirm their views on the options for upgrading the computer software. The views of the
directors generally align with the comments recorded in the Extraordinary Directors meeting
minutes. However, Insurance Services manager, John Crow, is initially resistant and later
discloses that he really does not want the option to consider merging with InsureYourFarm to
go ahead. He believes it creates too many changes, too quickly and that his father’s
business ought to stay an independent entity. He tries to influence you during the
conversation and specifically asks you to tailor your final report to agree with him.

You must:
e Produce a written report to escalate John’s disclosure of resistance to the Managing
Director.

This should include:
e an analysis of John’s resistance to the possible merger
¢ the potential impacts of John’s resistance
e the proposed solutions to overcome John’s objection.

Resources
Assignment Brief
Extraordinary Directors Meeting Minutes — Figure 3

Conditions of assessment:
e The maximum time allocated for this task is 4 hours
e You must carry out the task on your own, under controlled conditions

What must be produced for marking that marks will be awarded for:
Written report
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Candidate evidence

Written Report

Introduction

This report has been produced to escalate John’s disclosure of resistance to the Managing
Director. The impact of resistance on the business can create different potential impacts on
all different areas of the business, for example, staff and conflict between John Crow and
other stakeholders internally in the business and potentially external stakeholders.

Findings

| have analysed the reasons of John’s resistance and | have gathered comments and opinion
from John, showing his reasons of why he does not like the options of upgrading the
computer software. These reasons are:

- It creates too many changes too quickly.
- He wants the business to stay as an independent entity.

Reasons for Resistance

In business, when there is resistance from a certain individual/stakeholder, the reasons they
state why they do not want the change does not always reflect the actual reason of why they
do not want the change to happen. Here are some reasons why stakeholders may resist to
change.

Misunderstanding Stakeholders in business sometimes do not
understand the reasoning of improvement
and the options on ways how to improve the
business.

So, this can create a panic which leads to
resistance because they do not want to
move forward with something that they do
not fully understand because they do not
know how this change will affect them and
the business.

Self-Interest When a change is happening in a business

it can create self-interest from a stakeholder
who is high up in the hierarchical system of

the business.

What does self-interest mean? Self-interest
means that an individual only likes to do
certain things which benefits them and if
they do not see how, it will benefit them
then they disagree with it.
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Resistance to Change

Certain stakeholders in businesses do not
like the thought of any changes in the
business because they like it just how it is.

They do not like the thought of any change
due to many reasons, some reasons could
be, not liking the thought of any stress
which could come with the change.

This reason can link with self-interest, due
to the fact of them resisting to change
because they only care how it is going to
affect them instead of the positive impacts it
will have on the organisation.

Lack of Trust

Sometimes, the reason of resisting to
change is certain stakeholders not trusting
the business to carry out the change
successfully, and what it could do if the
business is unsuccessful with the change
and how it will affect the business, and if the
business should take that risk which
individuals that have lack of trust disagree
with taking that risk.

This can be caused by personal issues or
experiences within the business that has
caused them to have doubts about
conducting certain processes in the
organisation.

Different evaluations

Different stakeholders will have different
evaluations of the change in the software
system, which can depend on their role in
the business, as well as their experience
and skillset within business.

Different people have different mindsets,
many being a positive mindset and many
also having negative mindsets which
becomes the problem because these
stakeholders will evaluate it in a negative
way which leads to resistance.

From these reasons of resistance to change, | feel the actual reason John Crow is resisting
to the options of upgrading the computer software is self-interest. This is because, one of his
reasons to his resistance is that ‘his father’s business ought to stay an independent entity’. |
feel, the reason he wants the business to stay as an independent entity is that his father will
retire son, and John Crow is expecting to take over the business after his father retires. So, if
they were to decide the option to merge with InsureYourFarm this can affect him becoming
the leader of the business. Moreover, showing he cares about how the change will benefit

him.
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Potential impacts on the business from resistance from John Crow

These impacts need to be considered to create awareness to the Directors about what could
happen if they are to not choose a solution to fixing this problem, but also to create
realisation of the positive impacts that could come from this resistance from John Crow.

Negative Impacts

Unnecessary Work

Resistance from stakeholders within a business creates
unnecessary work because the CEO and Directors of the
business will have to conduct a plan to make John happy
as well as the decision making the business happy, so it is
fair.

During this time, the business should make a decision on
what option they want to go with which will benefit the
business most and starting the business improvement
process as soon as they can due to longer they stay with
their current processes then other negative factors can
happen such as , lack of motivation from staff , increased
stress levels due to the idea of the change not happening
anymore .But they cannot make the decision and start the
process due to trying to find the right solution for John
Crow.

Staff Following

John Crow is the Insurance Services Manager meaning
that he manages all insurance agents in the company. So,
as the manager of the insurance agents they may follow his
resistance because the insurance agents will feel like he is
resisting to benefit them because his main role in the
business is to manage them. Furthermore, John Crow has
built good relationships with the insurance agents so if they
are to disagree with his resistance then they may see that
as betrayal to their manager.

Stakeholder Conflict

John Crow resisting to the change may result in conflict
between him and other stakeholders. If the stakeholders of
the business agree to the options of upgrading the software
system and John Crow is holding the business back to
pursuing with one of the options, then this may cause
arguments between him and certain stakeholders which
can lead to bad relationships within he business that can
further lead to staff being uncomfortable within the
workplace which could increase staff retention or them not
coming into work because they feel uncomfortable.

Positive Impacts

130
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Voicing Opinions From the resistance of John this allows for different 0
stakeholders to voice their opinions about what the
business could do to solve this problem. The directors can
use these opinions to produce the most suitable idea to fix
the problem which makes both parties satisfied and to
choose a suitable proposal. Also, it creates the
stakeholders in the business to feel heard from the
Directors/CEO which makes them feel more part of the
business.

Promotion If the organisation can not come to term with John Crow 0
and it has to result in an offered pay off for John to leave
the business , then this leaves room for a stakeholder
within the business to be promoted which will create the
insurance agents to become more motivated and also gives
them a sense that there is promotion within the business
instead of no promotion offered to the insurance agents
which can decrease their motivation.

Key

Risk Rating RAG
0-100

100-200

Proposed Solutions

| have produced 3 solutions for the Managing Director to decide which is most beneficial for
the business as well as being able to suit John’s resistance so both parties can be satisfied
and to move forward with the organisation.

1.Negotiation with Jim Spruce

If FarmlInsure are to start small negotiations with Jim Spruce about the merge of the
businesses and propose the problem about the resistance for the change, then if Jim Spruce
is to agree with it then they can set up a 1 on 1 meeting between John Crow and Jim Spruce
to negotiate.

John Crows most important reason for his resistance is that he wats his father’s business to
stay as an independent equity. So further in the future, when Bob Crow is to retire, then John
Crow will be able to take his place. This is the reason John Crow is resisting to the solution of
merging business because he feels he will not be able to take his fathers role because Jim
Sprue will become the CEO of the business is they were to merge. So, Jim Spruce and John
Crow would be able to negotiate, and both agree on a fair deal of what will happen with heir
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roles if the businesses were to merge. To make John satisfied the alternative will be for them
to both become joint CEO of the business where they can put togethers ideas to grow the
business and make the business more successful.

This solution can also come with risks due to Jim Spruce not wanting to become joint CEOs
with John Crow which can lead to the continued resistance of John Crow and for the
opportunity of merging with InsureYourFarm to not happen anymore depending on how well
the negotiation goes between John Crow and Jim Spruce.

2.Plotting/Testing the merge

The organisation could test the merge with InsureYourFarm for a certain period of time to
allow both businesses and John to access what it would be like instead of coming to full
agreement of both organisations merging together and it does not work out as planned and
the organisations do not benefit as much as they would of preferred.

Farminsure can create a plan analysing the personal opinions of the different stakeholders
within the business on what their opinion was with the merging test of both companies.
Moreover, what they think both companies can improve on to make it work better, for
example, an insurance agent may enjoy the freedom of being able to work at home but does
not like the communication difficulty to other stakeholders in the organisation.

After experiencing what it would be like for both companies to merge together , John may of
liked it and come to realisation that merging with another business may prove beneficial for
him and FarmInsure because merging together with InsureYourFarm will create the business
to become much larger and may prove to John that it is a lot financially viable for him and the
organisation compared to staying as a small company which does not make much of a yearly
retained earnings profit compared to of they were to merge. Moreover, he would become the
manager of many more insurance agents which will allow him to create more good
relationships with more people which will make him less resistant because the company is
bringing him more than just increased financial status due to that being one of his ideas
being able to take his fathers place in Farminsure.

3.Contingent Agreement

A contingent agreement is an agreement to reduce risks and leads both parties to agree to
disagree with the option. This means that the business will move be able to move forward
with the decision of what option they are going to go with, without John being part of the
decision. If John is to still resist against the organisation’s choice, then their can be a
proposed solution which | will explain in the next solution.

This solution will force John to stop resisting with the option because the decision will be
made, which he cannot do anything about, which will lead him to having to get on with it and
to play his role within the organisation. Furthermore, this benefits FarmInsure because the
resistance from John will stop so they will have no further resistance problems with John and
Bob will also still be able to have his son in the organisation.

Conclusion
To conclude, This area of the proposal (Resistance Management) is very important in this
proposal to be considered because it allows for the board to access what to do when

presented to resistance in any improvement in the business or any process at all which
someone in the business does not agree on.
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Depending on the level of resistance John goes to will depend on what decision is most
suitable for him. If he is to continue to resist against the options for upgrading the computer
software, then it will eventually lead to paying him out of the organisation whereas if he is to
show resistance and then to show signs of him begging to not resist anymore and agree with
one of the first two options then this will satisfy both the organisation and John.
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Task

Task 5 — Business Improvement Proposal

The purpose of this task is for you to prepare a comprehensive Business Improvement
Proposal to enable Alesha Anderson to create a full implementation plan.

You must:

Produce a Business Improvement Proposal showing your research findings and
recommend potential options for replacing the computer system including:
o Justified recommendations on which of the potential options they should
select.
o How stakeholders will be supported.
o How key performance indicators will be used to support the implementation of
the proposal.

Create an appropriate project delivery plan demonstrating how your recommended
option could be delivered within the business. You must consider how the plan will be
managed and monitored.

Using appropriate presentation software, develop a presentation that compares the
pros and cons of two different change management models that could be used to
implement the candidates proposal. You should recommend which you think would
be most appropriate for this project.

Present your findings on the different change management models to the Managing
Director. Your tutor will take on the role of the Managing Director, and you will present
your findings to them. You will have 15 minutes to deliver your presentation. This will
be video recorded so that it can be submitted for marking.

Resources:

Assignment Brief
Evidence of research and analysis from previous tasks
Any evidence from Figures 1 -7

Conditions of assessment:

The maximum time allocated for this task is 10 hours, including a maximum 15-
minute presentation

You must carry out the task on your own, under controlled conditions

The presentation will be delivered to the Managing Director of the organisation, with
the role of the Managing Director taken by your tutor

What must be produced for marking that marks will be awarded for:

Business Improvement Proposal

Project Delivery Plan

Presentation slides with comparison of two different change management models
Video recording of presentation

Observation record form
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Candidate evidence

Business Improvement Proposal
Introduction

This report is an analysis of which option FarmInsure should choose to improve their
software system to benefit them in the short term and long term of the organization. This
report will include a range of information to influence Alesha Andersons full implementation
plan to make sure the implementation plan is the most beneficial for the organisation.

Findings

| have set out these findings in this logical order in this document:
1 | Current Situation What is the current state of the organisation.
2 | Potential Options What are the next steps for the organisation
3 | Future Implementation Future of the organisation

1.Current Situation

Farmlinsure is a small specialist insurance company based in the East of England. The
company has been trading for 50 years and is led by the Managing Director Bob Crow. Why
is FarmInsure specialist? They are a specialist company because their insurance is on
insuring customers to farms which is a small market.

Furthermore, the organization has an Insurance Services Manager (John Crow) and Johns
Daughter (Mary) who is also a director, and she is the office manager. This implies the
business as being a family run business due to three powerful role stakeholders in the
organisation being family. Also, Farminsure have a non-executive director (Jack Brown) and
the business consists of 10 insurance agents who work in the office to take orders and
produce quotes — software system improvement.

The current internal strengths and weaknesses of Farminsure are presented here from task
1:

Strengths Weaknesses

Small, specialist insurance company e To use the current insurance

e Farminsure has been trading for 50 software, the small team of
years (experience) insurance agents must come into

e Built up a generous fund of reserves the office to produce quotes and
The Managing Director (BC) has his take orders by phone.
daughter and son as two directors in e Figure 5 — Increased Accounts
the business. Payable from 2021 to 2023.
Office for each manager

e Based in East of England
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o Office is in a small rural business
park.

e Recruited a new Director
(innovation)

e Figure 5 — A good increase in total
assets from 2021 to 2023.
Figure 5 — no long term dept

e Farminsure is a limited company.

Summary

Although FarmlInsure has a lot more strengths than weaknesses which is shown in my
strengths and weaknesses findings, the strengths of the organisation are about what the
organisation consists of and the main facts about them as an organisation. For example,
offices are in a small, rural business park. Furthermore, the strengths show that there is a
increase in total assets as well as no long term dept which allows the organisation to grow
better due to them having to pay no money back to anyone like the government and also is
increasing in their total assets as well as retained earnings which portrays the revenue
increase growing over years which reflects their consistent grow which can lead them to
become a more and more successful organisation.

The main internal weaknesses of the organisation is that the small team of insurance agents
must come into the office to produce quotes and take order by phone which will decrease the
organisations competition due to competitors having a better software system where their
stakeholders can work from home as well as their website producing quotes for customers so
it allows less workload for the organisation as well as making it easier for customers because
they can just get it of the website instead of having to speak to someone for a long time to
get a quote. But the proposal documents which | have been producing are to change this
weakness and to improve the software system , so this weakness is being dealt with.
Secondly, Figure 5 shows the increased accounts payable from 2021 to 2023 has increased
which is a weakness because the business is losing more money but the cost of the
accounts payable is little which will not affect the businesses yearly retained earnings.

2.Proposed Solutions

The proposed solutions are different solutions in which to improve Farminsure’s software
system. These calculations are presented here form Task 3 to portray which solutions is
affordable and justified recommendations in which solution is most suitable for Farminsure to
adopt to improve the software system.

Solution 1: Developing Their Own Software

To develop their own software, they would need to employ a team of additional staff:

e 1x Business Analyst = £80,000 salary per year

e 2x Software Developers = £65,000 salary per year x2

e 1x Tester/Development Manager = £50,000 salary per year
e 1x Support Technician = £35,000 salary per year

e Additional Annual cost = £15,000 per year
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e Total =£310,000
This solution is proven to be unaffordable for Farminsure because:

- It will cost the business £310,000 to meet the salaries of the new additional staff

- From the statistics shown in the Feasibility Review the organisaiton will not make
more than £310,000 retained earnings profit for a lengthy period.

- Whereas if £310,000 is to come out of the organisations retained earnings every
year, the business will lose more money than they make which means after 4 to 5
years the business will become bankrupt due to them developing their own software
has taken all their retained earnings over the course of 4 to 5 years.

Pros and cons of this solution:

Pros Cons

- Farmlinsure will have their own - Unaffordable
software - Time consuming

- Stays as a family oriented
organisation

- From the start of developing the
software, they can make
changes/customize the system with
no additional cost

- Increase in staff means more
innovation and increase in good
relationships in the business

Solution 2: Buy-in and Customise

For Farmlnsure to buy-in and customize the same cloud-based software system that
InsureYourFarm are using, the costs are:

¢ Annual license fee = £120,000

e One-time initial set up fee to configure the system = £75,000

e Additional charges would be charged per change of the project = £10,000 per change
(may not be needed in first year)

e Total =£195,000

The one-time initial set up fee to configure the system will only have to be paid once which
means after year 1 the £75,000 will not have to be paid which means the yearly cost will be
£120,000 excluding the £10,000 for additional changes.

Option 2 is affordable for Farminsure because due to the calculations | have made in the
Feasibility Review it shows that after year 2 the retained earnings profit will cover the cot of
the annual license fee to buy-in and customize the same cloud-based system that
InsureYourFarm use.

Pros Cons

- Affordable - £10,000 for every change the
business makes to the system
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- Itis used by InsureYourFarm which - InsureYourFarm could see this as

gives Farminsure inspiration that it copying their software system which
will work for them creates an unhealthy relationship
- Only one-time set up fee to amongst the competitors

configure the system which means
the organization saves £75,000 after
year 1.

- Stays as a family oriented
organization

Solution 3: Merge with InsureYourFarm

For FarmInsure to merge with InsureYourFarm the costs would be:

e To merge with InsureYourFarm = £0
¢ Additional charges per change of the cloud-based software system = £10,000 per

change
Pros Cons

- Affordable - It will not stay as a family orientated
- Office costs reduced organisation
- Increase in customers - Potentially there might be too many
- Increase competition changes too quickly
- Higher retained earnings - John Crow resistance
- High ROI
- Increase in stakeholders —

innovation (especially insurance

agents)

Justified Recommendation

This part of the Business Improvement Proposal is going to explain what my recommended
solution to improve the software system is and explain why this is my recommended solution
for the board to consider for the organisation.

From the information and analysis from all the proposed solutions, | feel that merging with
InsureYourFarm is most beneficial for the organisation. Why? Merging with InsureYourFarm
will only cost the business £10,000 (cheapest option) which is put towards the changes of the
cloud-based software system. The cloud-based software system will need changes to it due
to the increase in stakeholders which will use this system, which the system will not be able
to operate with. But if the software system was able to operate with the increase in
stakeholders, then the merge of both organizations will be free which is very cost effective for
Farmlinsure because their retained earnings will not be touched. Furthermore, about retained
earnings, Farminsure retained earnings for 2023 is £839,000 and InsureYourFarm retained
earnings is £2,793,000 which means both retained earnings without merging. Also, the
increase in customers and stakeholders will mean a rapid increase in revenue because more
customers will be insured on farms due to their being more customers and more insurance
agents dealing with more customers.
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Moreover, the insurance agents will be able to work from home which allows them more
freedom due to them not having to travel into work, which further considers emotional
consideration from FarmInsure because it will create less stress on their workers because
they will not be in a busy working environment and worrying about getting into the offices on
time. The increase in stakeholders will mean more friendships within the business because
there are more stakeholders which further leads to an increase in motivation and enjoyment
in their work because they are conducting work along side people they trust and enjoy talking
with.

All the solutions come with some negative impacts and the main reason for the negative
impact with this solution is John Crow’s resistance which is caused by him wanting the
business to stay as an independent equity which shows he just wants to make sure he takes
his dads place when he retires and, he exclaims that there would be too many changes too
quickly. In the Resistance Management | came up with solutions to fix this problem and they
were to set up a meeting with him and Jim Spruce to negotiate their roles within the
organization if both businesses were to merge and we would hope that they would come to
agreement in both becoming joint CEO of the organization. | proposed other solutions if this
were not to deem as successful.

In Conclusion, developing their own software is not an option to be considered from
Farminsure simply because they cannot afford it. Also, Buy-in and customize the same
cloud-based system that InsureYourFarm is also a beneficial solution that Farminsure could
use but | feel merging with InsureYourFarm is more beneficial due to it costing less than
buying-in and customizing the same system and also the benefits it comes with merging both
businesses together outweighs the benefits of solution 2 because the only real benefit that
buying in and customizing the same software system that merging with InsureYourFarm is
that the business stays as a family oriented organization and does not have to deal with the
resistance from John Crow at the level solution 3 does.

3.Future Implementation

Potential Organisational Structure if both businesses were to merge

The organisational structure is a structure that displays the various levels of authority in a
business and the different business roles in which the stakeholders operate in.
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Joint CEO's
(Jim Spruce and John Crow)

Alesha Anderson -
Director

Insurance
Services
WELETC

Mary - Jack Brown -
Director + Office Non-Executive
Manager Director

Insurance Insurance Insurance Insurance
Agent Agent Agent Agent
Insurance Insurance Insurance Insurance Insurance
Agent Agent Agent Agent Agent
Insurance Insurance Insurance Insurance Insurance
Agent Agent Agent Agent Agent
Insurance Insurance Insurance Insurance Insurance
Agent Agent Agent Agent Agent

Insurance Insurance
Agent Agent

Insurance Insurance
Agent Agent
Insurance
Agent

Insurance
Agent

This could be a potential structure in which Farminsure and InsureYourFarm operate in. It
reflects a flat structure due to there not being many levels to the structure as it has CEO ,
then Directors and then employees. The problem with this structure is that it seems the
Insurance Services Manager is going to be impacted a lot due to a lot of work overload
because they will have to manage an increase of 15 insurance agents. To solve this problem
the business may have to promote an outstanding insurance agent who has showed enough
quality and motivation to be able to be promoted to a insurance services manager or possibly
someone external which the business employs.

Supporting Stakeholders

Through the improvement process of the software system, there will be changes in all
departments of the organization. Different Stakeholders will get various levels of support from
the organisation depending on the level which the stakeholder is categorized in the
stakeholder communication plan.

Level 1 — High Interest and High Influence = These stakeholders are the stakeholders who
have the highest interest in the outcome of the project as well as having the highest amount
of influence on the project because these stakeholders are mostly the people highest in the
hierarchical structure which means without them then there will be no project due to them
deciding whether the project should happen or not.

Communication Support: regularly engage and keep highly satisfied through emails,
meetings, messages and calls on updates.

Level 2- Low Interest / High Influence = This level consists of stakeholders which do not
have much of an interest in the outcome of the project because they mainly focus on them
getting paid their salary for them working in the business or they don't really have much
involvement within the business (customers) but do have a big impact on the business
because these are the stakeholders who keep the workflow of the organisation and are the
main role to complete the different KPIs to move closer to the success of the project and
furthermore keeps the business alive.
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Communication Support: Keep informed about updates on certain processes and meet
demand. Communication can be created through phone calls, emails Direct Email, and
messages.

Level 3 — High Interest / Low Influence = These have a high interest on the outcome of
the project but within the project they do not have a very high influence due to their key role
is to maintain good motivation amongst the business as well as monitoring stakeholders,
assuring they are meeting KPI’s.

Communication Support: Regular contact and little engagement through phone, 1 on 1
meetings, and online meetings through teams.

Level 4 — Low Interest / Low Influence = This level involves stakeholders with not much of an
interest in the business as well as influence in the business unless they are to get involved
which can lead them to have high influence on the organization.

Communication Support: Minimal contact due to them not being an important aspect to the
organisation if they organisation complies with laws.

How Key Performance Indicators will be used to support the implementation of the proposal

KPI's are used to set out certain steps through the improvement process to measure
progress and predict the success of the proposal.

Some examples of KPI’s:

o Cost
e Revenue
e Business growth

Key Performance Indicators will be used to support the merge of Farmlinsure and
InsureYourFarm by creating different steps through the process which the business will
successfully complete during the process. For example, rapid revenue increase after the
merge. This will allow for the newly merged organisation to measure their progress and to
analyze if the merge was benefitting for both organisations.
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Project Delivery Plan

Goals: For Farmlnsure to adapt a new software system which will improve the business and
increase its growth.

Assumptions: The Cloud-based software system will need changes to operate with the
increase of insurance agents and other stakeholders.

Option Selected: For Farminsure to successfully merge with InsureYourFarm and adapt to
the new cloud-based software system InsureYourFarm operates in.
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Week

Mo. Project Milestones  [Actions Responsibilities 1 10 11 12 13 14 15 16
Discuss Terms CEO's
Create Operating Model |CEO's/Directors
MNegotiation/strategy [Due Dilligence CEO's
1 Deal Closure (3 days) |CEQO's

Integration Structure
Planning

CEQ's/Directors

Does all employees
have the right
equipment? (5 days)

Insurance Services
Manager/HR

Employee timesheets (5
days)

Insurance Semvices
Manager/HR

Merge of both
organisations (10 days)

CEQ's

Test the new merge

All internal
stakeholders

Communicate with
internal stakeholders

Insurance Services
Manager

Communicate with

InsureourFarm CEOQ/Directors
Stakeholder Communicate with
Interests external stakeholders  |Directors

Recruit/promote anaother

Insurance Semvices

Manager HR

Ensure staff

comfortability Managers

Customisation to the
software system

Software system
customisers

day (1 day)

Test the software All internal
system stakeholders
Start 1st full working All internal

stakeholders

Analyse 1st full working
day (1 day)

Alesha Anderson

Has the organisation

improved? CEO's/HR
Is the business running
efficiently/smaoothly? CEO's/HR
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Farminsure Ltd.

Change Management Models

Lewin’'s and ADKAR

o

What is the Lewin’s Change
Management Model ?

Lewin’s is a three-step approach to
change behaviour that reflects the
process of melting and reshaping
an ice cube .

What is the ADKAR Change
Management Model ?

A people-centred approach to
facilitate change at the individual
level.
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What are the different steps in Lewin’s and
ADKAR

Lewin's 3 steps :
-Unfreeze
-Change
-Refreeze

ADKAR 5 steps :
- Awareness
- Desire
- Knowledge
- Ability
- Reinforcement

What do the different steps mean ?

~
Awareness : Are stakeholders aware of the
Lewin’s 3 stages explained : change that's happening 2
Unfreeze : the state in which the organisation DIl Mohv_a‘re_d US T
i : for the organisation
analyses where the change is needed in the
ordannation Knowledge : Is there understanding of what the
Change: What change is the organisation going At ls.iho_i S e T e IO e Rl
the organisation
to make 2
e e e e e Ability : The skill fo maich the requirements of the
= s change
consistenily monitoring if.
Reinforcement : Plan fo resclve problems during
the change.
-
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Advantages of Lewin’'s and ADKAR
N

Lewin's Advantages ADKAR Advantages

There are clear goals and measurable
outcomes

Provides a simple framework for
everyone involved in the change

Sufficient fo achieve your projects
overall objectives

Easy to Understand

Based on human psychology

Creates Sustainable Change

Encourages you to focus on achieving clear , finite
communication goals of specific project stages

Puts People First

Requires less preparation than the Diagnhose employee resistance to
other change management models change

Disadvantages of Lewin’s and ADKAR

Lewin's Disadvantages

Criticized for being too simple

Time-consuming in practice

Works best for long-term projects

Not much detailed information on how to
implement the changes effectively

Does not offer many compromises to
change

ADKAR Disadvantages

Fails to distinguish between the roles and
functions of leadership as well as management

Does not address the organizational or environmental
factors that may affect the process

Less effective for quick change
initiatives

Less emphasis on employee
feedback

Does not have much focus on
employee personal emotions
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Which Model do | recommend ?

| recommend the ADKAR Change
Management Model firsily because it fits the
criteria of Farminsure improvement process
more than Lewin’s . The model facilitates
change at the individual level which allows all
staff fo change within the improvement
process instead of the model mainly focusing
on the change of the business. Also, the
change model sets out clear precise goals
which breaks down the process allowing
more ease for the individuals because they
will complete every aspect of the
improvement process instead of missing
certain processes out due to them trying to
do everything at once.
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Occupational Specialism Observation Record

(Task 5 Presentation)

8715-30 T Level Technical Qualification in Management and Administration

8715-311 Business Improvement

City & Guilds candidate No.

City & Guilds Provider No.

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.

X started off with an introduction that the presentation is about the change management models he has
suggested to be used for Farminsure.

He has clearly explained the two change management models — The different stages of the ADKAR model
and Lewins with a very good explanation of what each step involves.

Lewin’s Model: 3 stages explained: Unfreeze, Change and Refreeze.
ADKAR Model: 5 key stages explained: Awareness, Desire, Knowledge, Ability and Reinforcement.

Lewins Model

Advantages

e Easy to understand

e Based on human psychology

e Creates sustainable change

e Puts people first

e Requires less preparation than the other change management models
Disadvantages

e Criticised for being too simple
e Time-consuming in practice
e Works best for long term projects
¢ Not much detailed information on how to implement the changes effectively
e Does not offer many compromises to change
ADKAR Model

Advantages

e There are clear goals and measurable outcomes
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e Provides a simple framework for everyone involved in the change
e Sufficient to achieve your project’s overall objectives
e Encourages you to focus on achieving clear, finite communication goals of specific project stages
e Diagnose employee resistance to change
Disadvantages

e Fails to distinguish between the roles and functions of leadership as well as management

e Does not address the organisation or environmental factors that may affect the process

e Less effective for quick change initiatives

e Less emphasis on employee feedback

e Does not have much focus on employee personal emotions
X has made links to FarmInsure when explaining the advantages and disadvantages of the change
management models.

X has considered what will be the best option for the organisation — ADKAR and how this benefits the
organisation and its stakeholders and reasons explained. He used examples of how the models will help
employees and encourages the growth of individuals as there are many challenges with the merger. It also
allows Directors/Managers to monitor the change.

A very good presentation with a clear structure. The slides were clearly laid out. It was clear X had thought
about getting the message across. Good use of technical language throughout the presentation.
Presentation slides could be better for comparison and recommendation.

Some notes used during the presentation.

Presentation time: 5 mins and 37 seconds.

X has demonstrated some good use of technical language in the presentation, showing knowledge and
understanding of the change management models. He communicated clearly, however at times had a very
low tone of voice making it difficult to hear the explanation. He did ensure his point was made and in a
clear way. He referred to some notes while doing this presentation however did try to make eye contact
with the audience.

X has chosen to implement the ADKAR model for this project. He explained how it first the criteria for
Farminsure to improve the processes.

He explained that the ADKAR Model facilitates change at the individual level which allows all staff to
change within the improvement process instead of the model mainly focusing on the change of the
business.

Additionally, explained how the change model sets out clear project goals which breaks down the process
allowing more ease for the individuals because they will complete every aspect of the improvement
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process instead of missing certain processes out due to them trying to do everything at once. This will
ensure it is a success for the business.
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Task 6 — Risk Register

Assessment number 8715-311
(eg 1234-033)

Assessment title Occupational Specialism

Candidate name <first name> <surname>

(o1 A\ W[ ERET o [ EICN [ ABC1234

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

Task(s) 6

Evidence title / description ¢ Risk assessment documents
o Risk register that quantifies potential risks, and
provides mitigations to each risk

Date submitted by DD/MM/YY
candidate
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Task

Task 6 — Risk Register

The purpose of this task is for you to set out the potential risks and mitigations the Managing
Director of Farminsure will need to consider in order to implement, maintain and monitor the
recommendations proposed in the Business Improvement Proposal.

You must:
e Carry out a risk assessment exercise for the recommendations proposed in the
Business Improvement Proposal.

o Create a risk register that
o identifies and quantifies potential risks to all the recommendations in the
Business Improvement Proposal
o sets out a range of solutions to mitigate against each risk identified in the risk
register

Resources:
e Assignment Brief
e Access to Business Improvement Proposal and Project Delivery Plan (Task 5)

Conditions of assessment:
e The maximum time allocated for this task is 4 hours
e You must carry out the task on your own, under controlled conditions

What must be produced for marking that marks will be awarded for:
e Risk assessment documents
¢ Risk register that quantifies potential risks, and provides mitigations to each risk
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Candidate evidence

Risk Assessment

Risk Identified

Why is this a risk?

Scalellevel
of the risk.

(Low-

Medium-
High)

What if the newly
merged
organisation does

not benefit from

This is a risk because if the
organisation does not benefit then it
will make them feel like the merge was

pointless and can lead to further rusk

Impacts of risk

- Both organisations not
wanting to be part of each
other anymore, which will lead

Farmlnsure back to square

the merge? such as InsureYourFarm not wanting one.
to be part of Farminsure anymore - Create negative stakeholder
creating negative impacts on relationships within the
relationships within the organisation. organisation.
What if the This risk will create poor Medium - Decrease in communication.
Farmlnsure communication through the business - Decrease in motivation.
insurance agents because stakeholders do not get - Staff retention.
do not get along along and do not want to
with the communicate to each other. Also, it
InsureYourFarm will lead to an uncomfortable working
insurance agents? | environment being round people they
dislike which can further lead to a
decrease in motivation and staff
retention.
Lack of control Lack of control over employees will Medium - Work overload
over the mean their will be insufficient hours of - Lack of communication
employees work from employees which can mean - Objectives are not met
working from home | work overload. Also, a lack of
communication meaning mistakes and
objectives are not met.
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A fault with the
customisation of
the software

system

A fault in the system will lead to the
fixing of the fault online which can be
time consuming, which will further
push the business back in their time
frame of merging and can affect other

aspects of the merge.

Medium

If the organisation
is to make lots of
changes to the
software and it
effects their

budget

Increasing their expenses of the
business will create a decrease in

their overall profits/retained earnings.

Will the system be able to
make this change?

Push the business back in
their time frame of merge.

Time consuming.

Jim Spruce and
John Crow do not
meet on good

terms within their

This risk is extremely high because if
Jim Spruce and John Crow are to not
meet on good terms then this will

create the merge to not happen, or it

Decrease in business growth

for that year.

negotiation could lead to John Crow becoming
more resistant.
John Crow The risks are identified in task 4

resistance towards

resistance management but in simple

Increase in John Crow
resistance.

Unhealthy relationship
between Jim Spruce and John
Crow

Jim Spruce declines the

merge with Farmlnsure

the change terms they are:
- Unnecessary work
- Staff following
- Stakeholder conflict
Too many This risk can cause stress amongst

changes too
quickly for
Farminsure to

cope

certain stakeholders during this

process, also it can cause the merge
to become inefficient and not smooth
due to everyone being unaware of all
the quick changes happening around

them.

Unnecessary work
Staff following

Stakeholder conflict

Stress amongst stakeholders.
Unawareness of changes
Inefficient work processes to

do with the merge
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What if none of the | This is a risk due to the business not Medium Unskillful/unexperienced
insurance agents being able to pick a suitable insurance employees working for the
have the right service manager will create lack of organisation
skillset/experience | control over employees because they Work overload for insurance
to take the role of | do not have anyone managing them agents due to their being no
being insurance and can also lead to work overload for manager
services manager? | insurance agents due to the insurance

service manager not being them to

support them.
What if the Community may feel like they are not | Medium Business may be seen in a

organisation can
not employ/takes a
long time to
employ a new
insurance services

manager?

good enough to be employed by
Farminsure/InsureYourFarm.
Moreover, further pushing the
business back in the time frame they

have.

KPI's are not met

after the merge

Merging both organisations may not
be as beneficial as they imagined due
to the business/stakeholders not
meeting certain KPI's which the

organisation set out.

negative way by the
community which can lead to

a decrease in local customers.

Merge may be seen as
unbeneficial.

Areas may need to be
improved on in the
organisation which can be

time-consuming.
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Risk Register

Identified Risk Risk Possibility Proximity | Risk Mitigation Comments
Category 1- (unlikely) | 1- (distant) | Rating
9- (likely) 9- (R/IAIG)
(imminent)

What if the Financial / 2 3 -Research of To research similar
newly merged Strategic other merged | organisations to
organisation Risk organisations | FarmInsure and
does not benefit and how it InsureYourFarm
from the merge? benefited them

and how they

did it.
What if the Human / 3 2 180 -implement Lunches, Dinners, Sport
Farminsure Operational activities for activities
agents do not Risk employees to
get along with go on to
the enhance their
InsureYourFarm relationships
insurance
agents?
Lack of control Strategic / 5 5 185 -certain
over employees | Security risk employees
working from which the
home business is

lacking control

with will have

to come into

the offices to

work for a

period due to

them being

untrusted
A fault with the | Technologic | 2 4 135 -hire quality Analyse reviews on
customisation of | al / software different companies’
the software Operational system websites
system Risk specialists to

decrease the

chances of this

risk happening
If the Financial 8 7 -
organisation is risk Plan/Negotiate
to make lots of changes which
changes to the will need to
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software system
and it affects
their budget

John Crow and | Human/
Jim Spruce do Competition
not meet on risk

good terms in

their negotiation

John Crow Operational
resistance to the | risk

change

Too many Strategic /
changes too Operational
quickly for / Human
Farminsure to risk

cope

What if none of | Reputationa
the insurance I/

agents have the | Operational
right risk

skillset/experien
ce to take the
role of being
insurance

150

happen and
predict cost
which will
allow the
organisation to
see if their will
have to be less
changes due
to the cost
being so much

-This risk is
difficult to
mitigate but his
father could
ensure John
Crow to gointo
the negotiation
open-minded
and
considerable

-Mitigation is
explained in
task 4 for John
Crows
resistance

-create
awareness of
the different
changes that
are happening
at separate
times of the
project delivery
process, so
stakeholders
know what is
happening on
what day

Ensure all stakeholders
are aware not just some.

-Train
employees to
increase their
skillset

Can be costly for the
organisation depending
on if it is on-the-jon
training or off-the-job
training.
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services
manager?
What if the Reputationa | 5 4 150 -Use more Social media is the best
organisation can | |/ effective communication
not Operational communication | technique to the world
employ/takes a | risk techniques to | (Instagram, Facebook)
long time to increase more
employ a new insurance
insurance service
services managers
manager?
KPI's are not Reputationa | 4 2 -To make the
met after the I/ KPI’'s more
merge Operational Specific,
/ Financial Measureable,
risk Achievabile,
Realistic and
Time-Bound to
the business
Key:
Risk Rating R/IA/G
0-100
100-200
200 +

8715-311 Occupational Specialism — Summer 2024 Distinction Grade SEM (v1-0)

62




»u ‘ Institute for
I-LEVELS ‘ o IfATE =2,

Get in touch

The City & Guilds Quality team are here to answer any queries you may have
regarding your T Level Technical Qualification delivery.

Should you require assistance, please contact us using the details below:

Monday - Friday | 08:30 - 17:00 GMT

T: 0300 303 53 52
E: technicals.quality@cityandguilds.com

W: http://lwww.cityandguilds.com/tlevels

Web chat available here.

The T Level is a qualification approved and managed by the Institute for Apprenticeships and Technical Education.

Copyright in this document belongs to, and is used under licence from, the Institute for Apprenticeships and Technical
Education, © 2024. ‘T-LEVELS’ is a registered trademark of the Department for Education. ‘T Level’ is a registered
trademark of the Institute for Apprenticeships and Technical Education. ‘Institute for Apprenticeships & Technical
Education’ and logo are registered trademarks of the Institute for Apprenticeships and Technical Education.

We make every effort to ensure that the information contained in this publication is true and correct at the time of going
to press. However, City & Guilds’ products and services are subject to continuous development and improvement, and
the right is reserved to change products and services from time to time. City & Guilds cannot accept responsibility for
any loss or damage arising from the use of information in this publication.

City & Guilds is a trademark of the City & Guilds of London Institute, a charity established to promote education and
training registered in England & Wales (312832) and Scotland (SC039576). City and Guilds Group Giltspur House, 5—6
Giltspur Street London EC1A 9DE


mailto:technicals.quality@cityandguilds.com
http://www.cityandguilds.com/tlevels
https://www.cityandguilds.com/tlevels

	Introduction
	Grade descriptors
	Task 1 – Information Review and Data Analysis
	Task 2 – Stakeholder Mapping, Engagement and Data Analysis
	Task 3 – Feasibility Review
	Task 4 – Resistance Management
	Task 5 – Business Improvement Proposal
	Occupational Specialism Observation Record
	Task 6 – Risk Register

