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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 pass grade for the 8715-312
Team Leadership and Management Occupational Specialism (OS)

The aim of these materials is to provide examples of knowledge, skills and understanding
that attested to pass standard (threshold 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 pass 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. Candidate evidence that was or was not included in this Grade
SEM has also been identified within this section.

In this Grade SEM there is candidate evidence from:

Task 1 — Research and Financial Analysis

Task 2 — Project Strategic Planning

Task 3 — Stakeholder Management

Task 4 — Leading and Supporting the Team

Task 5 — Coaching and Developing a Team Member
Task 6 — Managing a Challenging Conversation
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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 provider
assessors. This was evidence that was captured as part of the assessment and then
internally marked by the provider assessor.

The Occupational Specialism brief and tasks can be downloaded from here.

Important things to note:

e 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 pass grade. However,
performance across the tasks may vary (i.e. some tasks completed to a higher/lower
standard than pass grade).
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Grade descriptors

To achieve a pass (threshold competence), a candidate will be able to:

Demonstrate an acceptable performance that meets the requirement of the brief,
demonstrates the adequate technical skills and techniques for providing team leadership,
such as leading, managing and developing teams and individuals, building relationships with
key stakeholders and customers and managing and implementing projects.

Demonstrate an acceptable ability to identify and interpret information from appropriate
sources and makes use of appropriate information to make decisions to support team
leadership activities.

Demonstrate an acceptable understanding of leadership styles. They will show adequate
understanding and skills at using tools and techniques to demonstrate coaching skills.

Demonstrate an acceptable use of project plans and data management tools in order to
manage projects. An attempt is made to demonstrate breadth and depth of knowledge and
understanding of project management approaches.

Complete relevant tasks and the level of performance meets an acceptable level.
Demonstrate understanding and skills to engage and communicate with stakeholders in
order to build sound working relationships that lead to the acceptable planning and execution
of a brief. Demonstrate the selection and use of communications and media that are suitable

for the intended stakeholder engagement.

Select appropriate clear verbal and written communication methods.
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Task 1 — Research and Financial Analysis

Assessment number
(eg 1234-033)
Assessment title

Candidate name

Cc

Provider name
City & Guilds provider No.

Task(s)

Evidence title / description

Date submitted by
candidate

8715-312

Occupational Specialism

<first name> <surname>

(1R ERELGICEICH [ ABC1234

<provider name>

999999a

1

e SWOT Analysis

e Written summary report

e Summary of costs

¢ Written response that identifies the best option for the

project and the business, including identification of the
decision-making tool used

DD/MM/YY
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Task

Task 1 — Research and Financial Analysis

The purpose of this task is for you to research how to move the pizza business into a mobile
catering unit. You may use the Internet for this task.
You must:

e Undertake a SWOT analysis of the factors that need to be considered in relation to
moving the business into mobile catering.

e Write a summary report of your findings on developing the business that reflects both
external and internal considerations.

¢ Review the financial information in response to moving into mobile catering.
You should draft,
o asummary of the costs for each of the different options provided in Figure 4
with consideration of
= Staffing costs
= Running costs
= Set up costs
= Return on Investment for each option to support a decision on which
offers the best value for money and income potential
o An overview of how these costs would be controlled and monitored through
budgeting activities, including any governance arrangements.

= Determine the best of the three options proposed by the brothers to develop the
mobile catering business based on your research. To do this, you should:
o Use a decision-making tool to identify the best option
o Write a response that explains why this is the best option in order to gain buy-
in from the two owners.

Resources:

e Assignment Brief

e Figure 1a — Current staffing (Restaurant)

e Figure 1b — Fratelli Restaurant Organisation Chart (current staff)

e Figure 1c — Opening Hours (Restaurant)

o Figure 2a — Proposed Mobile Catering Unit staff — Organisation chart
e Figure 2b — Opening Hours (Mobile Catering)

e Figure 3a — Staff data - Mobile Catering Unit (Proposed)

e Figure 4 — Options for Mobile Catering - Set-up and staffing costs

e Internet access

Conditions of assessment:
e The maximum time allocated for this task is 8 hours
e You must carry out the task on your own, under controlled conditions

What must be produced for marking
e SWOT Analysis
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e  Written summary report
e Summary of costs

o \Written response that identifies the best option for the project and the business, including
identification of the decision-making tool used

Additional evidence for this task:
¢ Any notes produced of research undertaken including citation of sources

8715-312 Occupational Specialism — Summer 2024 Pass Grade SEM (v1-0) 8



Candidate evidence

SWOT Analysis

Strengths:

As a business Pizza Fratelli has a great reputation which can be a great benefit in creating
solid foundation for the business when pursuing this new project of mobile catering. This is a
positive strength as it allows the business to already have their foot in the market with an all
found positive review on the businesses food and stag which may put off new customers
from trying without due to this lack of familiarity which will lead to more customers when we
first implement this venture. This in the long run may save us some capital on initial
advertisement and creating that brand image as the strong brand image achieved at the

restaurant will naturally translate to the mobile catering business.

Another strength that Pizza Fratelli have is a strong experienced workforce. This comes from
existing members of staff having a knowledgeable and insightful experience in pizza
preparation and service all in all this will most certainly contribute to the transition being
smoother. This also benefits the business as it saves valuable time and money in hiring and
training new staff as well as implementing them to the business culture. So overall having
these experienced staff members will help to get things running as fast as possible and as
efficiently as possible linking once again to that stellar reputation. Our current staff have a
good understanding of how we run the business and our high standard and this high

standard can be made evident in the mobile catering business.

Additionally the business in recent months has noticed an increase in customer base as well
as growth in profits. This demonstrated that the business is doing well and gaining loyal
customers. The increase in sales and market share will help to provide a financial fall back
and cushion for this investment eliminating some risk and stress on the business and allow

us to focus on offering exceptional service and high quality products.

Another strength is that all food served in the mobile catering van is that it's going to be fresh
food. This is due to lack of storage and dependence on demand. This gives potential
customers and opportunity to taste freshly cooked pizza and see it being made in front of
their own eyes. Overall this should help to boost out customer based and create an esp for

the business being family made fresh pizza.

Moreover, costs can be a huge overhead when it comes to expanding a business so using a

food truck can eliminate high renting costs as well as the high interest rates at the moment
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this would be a very costly investment. Whereas with the food truck you just have your start

up costs and maintenance costs which will be your highest fees.
Weaknesses:

Although Pizza Fratelli may have some strong advantages which help the business achieve
this project goals there are a few weaknesses that need to be addressed. One of these being
the staff’s resistance to change. When introducing changes to job roles, shift patterns and
working conditions you are bound to see resistance from current staff. This can negatively
affect the business by lowering the standard of work and therefore lowering their esteemed
reputation which can create difficulties for the expansion and stunt the growth in customers

and profitability.

Additionally a weakness that links to the previous one is the fact the business is family run
this can lead to conflict being created and as a family at work it tends to be a lot harder to
solve this as well as more likely to occur due to seeing each other at work and outside work.
This can lead to causing further issues with the staff likely being resistant to change and
being family it may cause some issues that lead to conflict. This can lead to the project

coming to a halt or causing delays which is not optimal for implementation.

Moreover, another weakness of the business could be a potential learning curve in existing
employees. This can come from the adaptation of the mobile set up which may require extra
training that will affect the initial efficiency of the project. This is an issue to business as it can

pose threat to any particular target times posed and can also lead to budget eaten up.

Furthermore another weakness to this venture is that working outdoors in all weather
conditions can possibly impact the efficiency and comfort of not only the catering team but
also the potential customers and may lead to days where little to no sales or customer

interactions are occurring.

Additionally with the rising cost of living crisis the business may see an increase in the costs
of fresh ingredients. This combined with food truck competitors having lower prices can lead
to some difficulties in our profit margins and may be difficult to attract customers if we have
high prices. This means we have to experiment with different suppliers in order to find an

acceptable price for the ingredients that allow us to be making a profit.

Another potential weakness to the business faces is with the start up costs eating into most
of the budget it leads to concerns covering costs within the first year being challenging and

requires careful financial planning and mapping with the use of calculating ROl and gross/net
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profit margins, taking into account all considerations and threats posed when investing the

capital.
Opportunities:

The implementation of the mobile catering project creates an opportunity for the business to
expand without the high overheads of a new restaurant. Furthermore this venture could also
lead the business to acquire capital in order to fund the purchase of a new restaurant to

further expand the organisation.

Additionally the mobile catering offers the opportunity to be of use at multiple diverse events
these vary from weddings to street trading to charity events which presents a diverse range
of potential new customers and revenue streams. This can further help the business to

expand their market share and grow a strong loyal customer base.

Another potential opportunity for the business is how the mobile unit can experiment with
new pizza offering and adapt the menu to suit certain events and customer preferences. This
can help to further build a wider customer base as well as please Tony de Salvio who’s
interested in being more creative with the menu which can give him an opportunity to use his

years of experience in modifying the menu to gain more customer interest.

Moreover with the introduction of the mobile service is the ability to be open all day with
events which creates the possibility of increased sales and customer this will help to
maximise the effectiveness of the project. This will lead to creating more sales for the
business as well as gaining more customers which can hopefully be retained with out good

customer service and customer experience.

The independent food market industry is worth around £1,2 billion as of 2022 and is
expected to grow up to £1,6 by 2027. This shows how this promising sector is growing. This
can be due to restrictions covid 19 set on the world which led people to wanting to go out and

eat but obviously restaurants being closed this was the best alternative.

Furthermore there is certainly an opportunity for training our existing staff members whether
that’s internally by our experienced staff members or externally on a private course in order
to continuously improve our staff which benefits us as a business when potentially recruiting
new member of staff as it shows an interest in staff development in addition it will also help
with the employees improving at making pizza or customer service will help to further

improve our brand image.
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New AIF data shows there were 600 UK music festivals in 2019, but now less than 500 in
2023. One in six UK festivals came to an end during and in the wake of the Covid-19
pandemic, new data from the Association of Independent Festivals suggests. Although this
may seem negative this is still a huge market to cater for and is a huge opportunity with
festivals reaching 29 million people which is great for customer footfall and getting the brand

out there and recognised.
Threats

One threat to this project is how the mobile catering sector can be competitive. This will
require strategic marketing efforts in order to gain the edge in the market. This could cause
issues with the business by making it difficult for the business to penetrate this new market
and may cause issues with budget and time scaling with more budget being used on

advertisement than initially expected.

With mobile kitchens, equipment failure can mean an abrupt halt to business. Regular
maintenance, proper training, and having spare essential parts can minimise downtime. Strict
adherence to food safety practices is vital. Implementing and regularly reviewing hygiene

protocols protect the business and ensure the well-being of our customers.

Furthermore another threat to the organisation could be the issue that regulatory bodies
pose; this comes from certain locations that may have particular rules and regulations or
permits for various locations which could create some issues in the initial start of the project

with the possible need of expending more capital on permits than initially expected.

Moreover, another potential threat to the business is how competitive the market is and how
easy it can be for a business to be similarly replicated and with a large number of
competitors the business may find it hard to become established and gain a percentage in
the market share. With this in mind we will need to find a way to distinguish ourselves from
other competitors and make yourself stand out to potential customers with our fresh made

pizza and family values.

Overall Pizza Fratelli mobile catering project has some great strengths and potential
opportunities but we will need to address the weaknesses and threats by using strategic
planning and creating an in-depth project plan as well as strong team management and the

ability to adapt to change.

Mobile Food Trucks and Festivals: A How-To Guide - 365 Finance

Building a Resilient Business: Risk Management for Food Truck Operators (linkedin.com)
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Festival and concert attendance in the UK 2012-2019 | Statista

Association of Independent Festivals (aiforg.com)
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Summary Report

Pizza Fratelli is a successful pizza restaurant owned by Marco and Gino di Salvo they
believe their business is ripe for expansion through the introduction of a mobile catering
service. With a recent growth in customers and profit the aim is to invest £120,000 into this
project in hopes to explore festivals, weddings and street catering in order to expand the

business through sales and customer retention.
Internal Consideration

Transitioning current staff to catering assistants will require previse and careful
communication to support and manage staff through this change as well as this we need to
expect resistance from staff to the change in roles, shift patterns and working conditions.
Knowing this information we will need to think on ways we can influence staff to embrace the

change to ensure the transition can happen as smoothly as possible.

Establishing fixed operational hours with the addition of flexibility for all day events ensures
that the project will be efficient when catering to these potential events. As a business we
need to make sure we are making the most out of our time and making the most out of rush

periods to maximise capital gain.

We need to utilise our existing staff members and divide their time between the mobile
catering and the restaurant which can help to ensure a smooth transition with minimal
disruption however we are going to need to make sure this is handled fairly between
employees as there is high risk of resistance to change. With that in mind we must ensure

we are focused on employees’ mindset and their needs in this situation.

As a business we will need to make sure we review costs that are associated with this new
project which would include operating costs, staffing costs, the van and equipment. This is
crucial to the financial sustainability and meeting the goal of recovering setup costs within the
first year. Moreover it will also allow us to track our costs to ensure we not going over budget

for this project.
External consideration

Exploring street trading, festivals, weddings and possible sporting events allows for a diverse
market opportunity and creates a great opportunity for expansion into this market due to the
amount of events that we can attend it allows us to reach such a wide range of audience that
being gender or hobbies it all allows to gain a strong loyal diverse customer base to help

solidify our business on the market.
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When working outdoors especially in the UK you have to be expecting some harsh
unexpected weather conditions. This is why as a business we have to be prepared and plan
for these circumstances to ensure our quality of the products we sell and our service does
not drop in standard to further help us build a loyal customer base and keep attracting new

customers and keep a strong stellar reputation.

We need to ensure we understand the competitive nature of the food catering industry and
do in depth research of our competitors to help us to gain that edge in the market. We will
have to make sure we are using marketing effectively and trying to build as much of an
audience as possible in order to penetrate into the market. Otherwise this can lead to a slow

and costly start to the venture.

We also have to make sure that our project is meting the local regulations that regard mobile
catering which includes all permits and licenses that have been acquired. This needs to
happen to ensure we avoid any possible legal issues and to maintain a strong positive

reputation.
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Summary of Costs

OPTION 1 OPTION 2 OPTION 3
START UP £40,000 £29,000 £18,000
SALES REVENUE £115,000 £115,000 £115,000
PROFIT £50,940 £56,920 £39,980
GPM 44.3% 49.8% 33.9%

8715-312 Occupational Specialism — Summer 2024 Pass Grade SEM (v1-0)
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Written Response

OPTION 1

Although the start up costs for option 1 is the highest it still provides a very high percentage
of return on investment. This being a 44.3% return which is the second highest return out of
the three options. Option one is most certainly beneficial to the longevity of the business
venture due to the equipment being brand new as well as the van which comes with a 5 year
warranty this option provides more security to business with not having to worry about
possible extra and pricey running costs. As a whole option one offers a great balance
between upfront investment and ongoing profitability while also providing the great
opportunities for growth and development. With the branding over the van it allows us to be
seen and acknowledged by a large number of people and will help solidify the business into
the market through reputation and word of mouth. It also allows for a higher level of

productivity which can help with the possibility of the business in the long run.

Financially option one has some advantages to it with having a somewhat high Gross profit
margin of 44.3% its showing the high start up costs will indeed pay off and be worth the risk
but even with high costs like staffing being £49,140 it still benefits the business as it help to
ensure our service is to a high standard and that the project as whole runs smoothly with no
interruptions or problems with being understaffed or having to train new staff which may be

more expense and certainly time consuming.

As a whole option one seems to be a great pick for the business as long as the business
stays on top of the staff and there levels of motivation to reduce the risks of poor customer
service and morale due to the resistance to change so with high startup costs this means as
a business we have to be persistent with staff and ensure we have regular meetings about
progress and try to settle staff in as quickly and smoothly as possible to increase the

chances of success in this project.

Option 2

Option two involves the purchasing of a second hand van and customising it aftermarket.
This option is a more cost effective solution than that of option one which gives a project less
risk of loss on investment with its lower start up costs. However the only issue with this is the
fact the van is second hand. This means that there may be issues with the van which can
affect the ongoing running costs and possible future repairs which can make a big difference

in the costs. Another issue is how the businesses reputation may be at stake as well if the
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van doesn’t look to be in a good condition it can give the business a bad name and put off

potential customers.

Overall option two has the highest gross profit margin of all the options this being 49.8% and
with lower costs like staffing costs which sit at £43,160. This makes option two the more
profitable option out of all of the three options with the highest ROI on the project. However

the potential threat of unexpected overheads does pose a disadvantage to this option.

Following on from option one as long as the business stays on top of staff with change and
ensures they are working to a certain standard there’s no reason this should not succeed.
However, now the business must stay on top of the maintenance and condition of the van to

reduce unexpected future costs which could harm the profitability of the project.

Option 3

Option 3 consists of purchasing a smaller van but this time it comes with a gazebo this can
create some more opportunities for the project and acts as a contingency plan for any
possible poor weather continues and allows for potential customers to have a better
experience which will improve the reputation of the business and therefore attract more
customers. Also the benefits of having a smaller van can mean easier access to certain
places which may be harder to get to or access with a bigger one and with the ability to
detach the trailer also allows for flexibility in location and access creating more opportunities

for events.

Out of all the options option three has the lowest start up costs which is at £18,000 this can
benefit the business by providing less of a risk in the investment compared to the other
options due to its lower costs and also allows the business to focus on other investment
opportunities like advertisement to attempt to gain a larger customer base. However with
option three the staffing costs come to a hige disadvantage being £61,100 this is a lot of
money and could possibly be a financial issue due to a smaller van less staff will be needed
but however with more and new equipment these extra costs may be used for training fees
on said equipment and as well the extra funds may be used towards creating excellent

service of food and customer service which improved our brand image.

However the gross profit margin for option three is lowest out of them all at 33.9% which
takes a significant cut from the previous option. This could be the decider on whether the
project does in fact meet the goal of £115,000 in sales revenue with also a smaller amount or
profit being under £40,000 Pizza Fratelli must decide whether ROI is worth it when deciding

to invest with a smaller return on investment.
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Overall | believe option one to be the best option and most suitable to meet Pizza Fratelli
goals and objectives. Option one may have the largest start up of cost at £40,000 which is
definitely a risky investment if the project does not perform as first perceived. However the
long term benefits definitely out way the short term disadvantages this is due to the in the
long run the future costs being much lower due to the warranty on the van being 5 years and
it being brand new meaning there are no worries about possible unexpected payments that
could affect our profit margin and slow down the project. Another reason this project is best
suited as it will to maintain the businesses stellar reputation with everything about it being to

the best conditions and highest standard.

Moreover if this project is successful we can look to explore purchasing more vans and
further expanding the business as with the more vans we can be at multiple places in the
events at once or at completely different events but will have to think about possibly hiring
more staff to adapt to this change. As a whole option one provides a strong profit margin and
will hep to solidify Pizza Fratelli into the food catering market by making them look
professional with a brand new van and personalised branding on it which will most definitely

give customers a good view on the business.
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Task 2 — Project Strategic Planning

Assessment number 8715-312
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Task(s) 2

Evidence title / description e Strategic project plan
e Risklog
e Presentation slides

Date submitted by DD/MM/YY
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Task

Task 2 — Project Strategic Planning

The purpose of this task is for you to produce a project strategy for developing the mobile
catering business using the best option outlined in Task 1. As part of this task, you should
consider overall objectives, tasks, timescales, resources and costs for the project.

You must:

Prepare a strategic project plan for the project, that includes SMART objectives,
tasks, timescales, resources and costs for the project.

Produce a GANTT chart that details what is required at each stage of the project,
including how progress will be monitored.

Produce a risk log for the project, that includes the degree of risk and any potential
mitigations that could be considered. The log should include the risks associated
with,
o The initial delivery of the project, including how it will be implemented
o The long-term changes that this project will bring to the organisation, including
any financial or legislative risks

Prepare a set of presentation slides that seeks to engage internal stakeholders with
the project and advise how they will be involved. The slides should include
presentation notes, details of your strategic project plan, including how you will
monitor progress and keep to timescales and how they will mitigate against risks. You
will not be required to deliver the presentation.

Resources

Assignment Brief

Figure 2a — Proposed Mobile Catering Unit staff — Organisation chart
Figure 3a — Staff data - Mobile Catering Unit (Proposed)

Figure 3b — Staff profiles - Mobile Catering Unit

Figure 4 — Options for Mobile Catering - Set-up and staffing costs

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:

Strategic project plan
GANTT chart

Risk log
Presentation slides
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Candidate evidence

Strategic Project Plan

COMMUNICATION

When introducing a business to a new project communication is paramount to whether the
project is successful or runs smoothly. In this case we have to ensure that all staff members
understand their role in the project and what is expected of them. This may be difficult to
convey in our situation due to the expected resistance to change for staff members hence
why from the start we must relay our objectives we have as a business and our objectives we
have set for them.

When communicating with staff this can be done in many different ways and will vary
depending on the situation. We will hold weekly weekings with staff in the restaurant with
everyone present to talk about if we are meeting our organisational goals and objectives and
things we can improve on as a team. We will then speak to staff members individually and
talk to them about their SMART goals we have set them and give them any advice needed
as well as to be there to answer any queries they may have. In doing this it makes staff feel
heard and by setting goals it can motivate them to meet these therefore improving their
performance in the business. We will also be using emails to notify our staff of any upcoming
meeting or other important information that they need to be made aware of before the next
meeting. By doing all of this it lowers the risks of any miscommunications and creates a more
organised business.

As the project progresses we will have to make sure these meetings continue regularly to
track progress on the project as well as the staff’s reaction to the change and if any last
minute changes need to be made to adapt to staff needs.

SMART

Moreover when it comes to projects and staff we have to ensure that we are setting SMART
objectives. This is because the use of SMART objectives can create clear and yet specific
goals for employees which can help employees and their teams to understand what needs to
be achieved. Moreover by using SMART objectives it creates measurable goals for
employees and with these being specific it makes it easier to track progress on these
objectives and assess any room for improvement and ensures that everyone is continuously
improving. Furthermore SMART objectives and realistically attainable goals. This ensures
that employees stay driven and motivated to meet these tasks as when given an
unachievable target it can lead to employees becoming demotivated and burn them out due
to the added workload and stress to meet this target. By setting achievable targets it also
promotes the idea of kaizen and continuous improvement by making sure progress is always
being made which benefits the whole organisation by improving efficiency, productivity and
employee satisfaction. Additionally SMART goals being realistic fits in well with them being
achievable but the goal has to be relevant to the employee and can be completed and met
within reason. SMART goals also have to be time bound this means that any goals set can
be reached within that limit as well this it can also create a sense of urgency on certain tasks
so staff know to prioritise these targets over others.

The smart objectives we have decided to choose for this project are that we should aim to be
at 25 different venues by the end of the year. This can be weddings, festivals or any event
but we believe in doing this it will significantly help us to build up a strong customer base and
allows us a business to reach a large audience of customers further spreading the business
name and helping in reaching another goal set of £115,000 in sales. We plan to meet this
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objective by using our strong brand image to help us gain initially venues from people who
have possibly dined in our restaurant before and then form there we can rely on word of
mouth and advertisement techniques in order to gain invitations to particular events and by
us providing quality food and customer service each time this further allows us to continue to
grow and achieve more and more different venue locations.

Another smart objective we have set is to see a 5% increase in customers each month. We
have chosen this as it uses the kaizen mindset of continually improving, allowing us to
continually grow this project and ensure that we are on a path of success and are aiming and
on track to meet our main goal of making £115,000 at the end of the year. In order to meet
this however we are going to have to ensure we are investing money into advertising and
with this particular option chosen we also have branding on our van which will help us to gain
some customers further helping to aid us when reaching this goal. This consistent increase in
customers will allow us to gain more money in sales, help us to improve our reputation

We will also use social media as a smart objective and try to gain 10k followers within the
first 4 months of setting them up. This will greatly help the business in growing an audience
in person and online. Moreover the use of social media will definitely help in gaining new
opportunities for work and invitations to venues.

TASKS NEEDED TO COMPLETE

In order for this transition to be smooth and successful we are going to have to ensure a few
tasks are completed one of these being identifying any particular resources or equipment
needed for this project one of these key resources being the food truck itself. We are going to
have to conduct research in order to find a suitable food van and one that meets the specific
requirements we require. We are going to have to communicate with the potential vendor
about the branding on the van and the vision we have to ensure that we are all on the same
page. Moreover we also need to ensure we are sourcing high quality equipment for the van
and that it is installed correctly to prevent any possible future risks.

Another key task that needs to be completed is to ensure that the food truck is in compliance
with all relevant legislation guidelines. The key ones are going to be health and safety and
hygiene. We must also make sure to have a trail run with the food van maybe with just staff
attentinding to test equipment in the food truck and that it is all functional and efficient.

With this new equipment being installed however we come to a key point on staff training.
We are going to have to design a comprehensive training programme for the staff
transitioning into the catering roles. We plan to do this with the help and guidance of our
experienced staff members and will be asking for feedback and ideas from staff. The training
will be focused on food preparation especially on the timing pressure which comes with a
mobile catering business along with customer service skills to ensure we retain our stellar
brand image and this will also help to retain customers and attract new ones. Staff will also
have to be trained on how to operate and use the new food truck before we start the project.
Then we will also have to make sure we are supporting staff through this change and expect
resistance from staff so to deal with this we are going to ensure we are reassuring staff and
trying our best to meet any needs that they may have.

When it comes to advertisement we need to develop a branding strategy which may include
things such as a logo, unique menu boards and signs. This is going to help us stand out from
other competitors and may help us gain an edge in the market but will also help us in
attracting new customers. Furthermore, we are also going to have to implement a marketing
plan to promote our new services. This can be done through many different lanes being
through social media which is a more cost effective approach and can help us to reach a
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certain target audience. As well as through things like posters and leaflets also being very
cost effective but will have less of an impact. We must also look into potential advertising
with event organisers which could be a huge help in solidifying our name into the market.

We should also implement some form of quality control to maintain the high standards and
reputation we already have. This could be in the form of checks at each stage of the making
process to ensure it meets these standards and our customers are getting the best of the
best. In addition to this focus on monitoring customer feedback to ensure we are
continuously improving our service and our skills.

A huge must is obtaining all necessary permits and licenses to operate the food van this will
allow us to function without the worry of being shut down or fined which may affect any
timings we have set. Moreover it also allows us access to many different places and venues
giving us huge opportunities to make profit and a name for ourselves. We must also ensure
we are in compliance with health regulations and food safety laws this way there are no
complications and leaves the risks of the project failing lower.

TIME SCALES

With this new project we are going to have to ensure our timing is realistic and set goals for
these to keep the project going at a steady pace. Within the fist 1-2 weeks of the project we
must focus our time on researching everything about the food truck industry including
competitors, market share, customer interest and tendencies this will help us gain a headset
and knowledge when implementing the project.

Once the food truck has been acquired we plan to have this within the first 3-4 weeks of the
project. We will run tests to make sure everything is running smoothly and efficiently and
then we will get it out on the road as soon as possible to maximise profits and exposure
times.

We should also be running advertisements every week on social media to further help
solidify our position in the market and allow us to grow as well. Marketing will be very
important in the first few months of the project and will help to get the name of the business
out there for any potential new customers.

Within the first few days of gaining the truck we must make it a top priority to gain all permits
needed and to get this done as fast as possible to mitigate any delays this could cause in the
future. We must always make sure all health and safety checks are made on the vehicle so
we get it running as soon as we can.

RESOURCES

This project is going to require some resources that we may have to either purchase or re-
purpose form existing ones already at the restaurant. One of these obviously being A food
truck equipped with a wood-fired pizza oven, refrigeration, storage, and cooking facilities.
This is the main resource we are going to need and this should take some time, especially
with all the equipment being installed so we must have this sorted early in the project’s
lifecycle. Another resource we are going to need are cleaning supplies. This is so that we
can ensure once again we meet health and safety regulations but also keep the working
conditions good for employees to try and mitigate the level of resistance from staff members.
When it comes to stock this is an extremely important resource we need to ensure all of our
stock is fresh and that we are buying the required amount to meet any expected demands.
The stock we are going to need are things like dough, sauce, and cheese toppings. These
are going to be stored in our refrigeration system we will have installed in the food truck
which will become a necessity when storing these perishable goods. We will also need this
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refrigeration if we have any plans to sell beverages like soft drinks, water and possible
alcoholic beverages depending on the licensing issue and if we wish to pursue this. Folling
on from this an obvious key resource is anything like permits and licenses that can allow us
to work and go to places without any restriction. Another resource is going to be our
employees that will be making this transition with us to the new project and will make sure
they have sufficient training in the food truck and they will be key to the success of the
project.

COSTS

Overall this project will be an expensive one with the new van itself costing £20,000 and
converting to food fired pizza will cost an extra £18,000 this includes a larger oven which can
cook 4 pizzas at time. To include our branding on the van it will cost us £800 and to equip the
van with all resources needed will come to £1200. Our annual staffings costs will be just shy
of £50,000 sitting at $49,140. However all of this excluding our running costs and raw
material costs The expected running costs are £5,720 this includes any fuel and the
generator. When it comes to raw materials and ingredients these all add up to £9,200. So
overall the total costs for this project are expected to be around £103,000 which is relatively
high but with the aim of hitting £115,000 in sales this still leaves us room to make a profit.
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Risk Log

The ability to be able to identify and mitigate risks in a project can be a great way to ensure
the success of a project.

One risk this project may face is not meeting time scales set in place. This is a risk as delays
in acquiring the food truck any equipment or permits can potentially impact the launch date of
the project leading to loss of profits and unexpected changes to revenue projections. This
risk can be mitigated by making sure we are regularly reviewing progress with our timelines
and identify any potential issues that may arise and attempt to tackle them. It would also be a
good idea to have contingency plans in place to plan if any events may unfold.

RAG RATING - AMBER

Another key risk and threat to the business and this project is potential staffing issues this is
due to staff transitioning onto new roles and gaining extra responsibilities. This can lead to
unrest between staff and will most definitely be resistant to change and this can lead to
issues in efficiency and customer experience. We can solve this by providing our staff with
required and comprehensive training as well as offering incentives for a smooth transition
and we must make sure we addressing any concerns through open communication and
providing support where it is needed

RAG RATING — RED

One more key risk is the long term legislative rusks. These risks include the change in
marketing conditions and completion as well as changes in consumer preferences which can
impact the viability of the food truck. The legislative risks involving food safety, permits or
licensing could impact operating efficiency and lead us to loss of profit. We can prevent this
by adapting business strategies and making sure we keep up with the news on any
legislative changes and we maintain compliance with regulatory bodies.

RAG RATING - AMBER
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Presentation Slides

MOBILE CATERING
VENTURE

Click to add subtitle

WHAT WILL | BE SPEAKING ABOUT

In this presentation i will be discussing the new project of Pizza fratelli in which we plan to
transition into the mobile catering sector.

| will be addressing our project plans and what your roles will be in this exciting new venture
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STRATEGIC PLAN

The overall plan for this project is for us to acquire a brand new van and install all necessary
features into it which includes new and large pizza maker and our own branding on the van this
will be aligned with our visions of taking over the market. By choking this option out of the three
it gives us ease of mind when it comes to possible future overheads and is going to be very
useful for the long term as we will be able to meet high levels of demand

We have chosen specific smart objectives for this project there

are as followed:

The smart objectives we have decided to choose for this project
are that we should aim to be at 25 different venues by the end of
the year. This can be weddings,festivals or any event but we
believe in doing this it will significantly help us to build up a strong
customer base and grow as a business.

Another smart objective we have set is to see a 5% increase in
customers each month. We have chosen this as it uses the kaizen
mindset of continually improving, allowing us to continually grow
this project and ensure that we are on a path of success and are
aiming and on track to meet our main goal of making £115,000 at
the end of the year.

MONITORING TIME SCALES

In order for a project to be successful we have to be setting timely goals and ensuring that we
meeting these goals is this a must as it will keep the project on the right road for success. In
implement this however there is a need to constantly being monitoring this with this we will use
gantt chart to monitor and guide us through this project. Ww will also use kips to ensure the
business is staying on track and we are continuing to grow and meet sales targets made jn set
periods

See gantt chart below:
https://docs.google.com/spre
adsheets/d/1R0OQcODwVnvl
ilXbasTO1liyaO4kffMyuWX2
NjRJO9PCo/edit?
usp=sharing
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IDENTIFYING AND MITIGATING RISKS

When taking on a new project there are always going to be potential risks that may arise these
can vary from employee resistance to coming off target and not meeting deadlines but all of this
can be mitigate by identifying theses risks and how we can reduce the effect they will have on
the project.

We have identified the main risks in this project being

-Employee resistance

- Possible issue gaining permits R’SK

- Not meeting times scales HIGH

MEDIUM
LOW

Your roles as stakeholders

As a stakeholder we value your input highly and we ask of any of you to share any ideas you
have with us involving this project. We hope for all for your all your feedback and expect you to
get involved as much as possible in this exciting new venture. We will be listening to all of your
ideas and take all of these in consideration.
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OUR MARKETING AND ADVERTISING STRATEGY

A successful marketing strategy is paramount to the early success of a new project this is why
we have chosen social media to be our main form of marketing.

We will use instagram, facebook and tiktok as our main sites

We will also use advertisement in the form of poster and newspapers to further attract
customers

CONCLUSION

Overall we are excited to be involved in this project and we have great plans for it in the future it
will provide the business with an opportunity to grow together with its team. We plan to stay
motivated and committed to meeting all of goals set and align everything with the businesses
visions

| thank you for listening and can't
wait to work with you in the future
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Task 3 — Stakeholder Management
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Task

Task 3 — Stakeholder management

The purpose of this task is for you to conduct an analysis of all stakeholders involved in the
project of moving into mobile catering.

You must:
e Produce a stakeholder map to identify all stakeholders in the project including their
level of power/interest.

e Produce a stakeholder engagement plan. You should detail the best methods for
communicating and engaging with key stakeholders throughout the project, and how
you will manage this. You should provide justifications for your reasoning.

o With reference to appropriate time-management tools or techniques, you should
produce a plan for how you will manage your own time effectively throughout the
managing of the project.

Resources

e Assignment Brief
Figure 1a — Current staffing (Restaurant)
Figure 1b — Fratelli Restaurant Organisation Chart (current staff)
Figure 2a — Proposed Mobile Catering Unit staff — Organisation chart
Figure 3a — Staff data - Mobile Catering Unit (Proposed)
Figure 3b — Staff profiles - Mobile Catering Unit

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

What must be produced for marking
e Stakeholder map
e Stakeholder engagement plan
e Time-management plan
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Candidate evidence

Stakeholder Map
POWER
INTEREST
STAKEHOLDER They are affected by or have | POWER INTEREST
interest in the project
CUSTOMERS Moderate interest Moderate power

stakeholders this is due to
them being this due to them
being targeted by the
business and they are going
to be interested in any
changes being made

Moderate interest

PART TIME EMPLOYEES

These employees have little
to no interest in the business
due to low working hours
and priority being money.
With this comes low power
due to low working hours
and responsibility.

Low power
Low interest

FULL TIME EMPLOYEES

Our full time employees will
be involved day in and day
out in the whole business
and making sure it runs
smoothly these employees
will be interested in
progressing through the
business and making this
expansion work

Moderate power
Moderate interest

Upper management/Owners
(Marco and Gino di Salvo)

As owners these
stakeholders are going to
have the most significant
influence in the business’s
actions and its interests and
are going to want to see the
business strive

High power
High interest

REGULATORY BODIES

These stakeholders are
going to focus on the legality
of business and whether we
are meeting and following
legislation laid out. However
due to there being so many
companies our there so
interest is moderate.

High power
Moderate interest
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When it comes to businesses stakeholders play a crucial role in any new or existing project.
This is because these groups have an interest in or are affected by a project’s potential success
or failure. Stakeholders can be grouped as being internal or external. Internal can include
people like employees, managers and shareholders and external being customers,
competitors and regulatory bodies. Each one of these individual stakeholders bring a
completely unique and personalised perspective to a project which can significantly impact a
project’s outcome.

First of all, stakeholders can help to provide valuable input and feedback on a project which
can aid in shaping the project’s goals and objectives. By getting stakeholders involved in the
early stages of a project like the planning process this ensures that any project managers can
make sure that the project aligns with the business overall goal and strategies as well as
meeting the needs and requirements of various different stakeholders in doing this it can
greatly help with mitigating potentially costly delays and changes in the latter stages of the
project lifecycle.

Moreover stakeholders can also provide critical resources needed and support that are
exponentially important for a certain project's success. These can include anything from
financial resources like fundraisers and loans as well as key access to contacts and networking
lanes. As a business it is paramount to engage stakeholders by developing and building upon
strong relationships with them we can use these resources to overcome any obstacles that
may appear and help us to achieve our projects goals and objectives.

In addition by building relationships with stakeholders they can act as advocates for the project
and help by gaining support and gaining other stakeholders interest. This can make it easier
to acquire capital when needs be buy as well as this just gives the business that extra level of
support which can drive a project to success.

Finally stakeholders will help to ensure the project delivers value to the business and the
stakeholders involved. When we engage regularly with stakeholders throughout the whole
project lifecycle this allows project managers to monitor progress and identify any potential
risks or issues and make adjustments as they see fit. All in all this allows the project to stay on
track and meet its goals.

In conclusion stakeholders are an essential part to any project's success. By involving
stakeholders throughout the project lifecycle and using their support and resources we can
use this to increase the likelihood of success in a project and deliver value to business and its
stakeholders.
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Stakeholder Engagement Plan

As we undergo this new venture, it is paramount that as a business we are engaging with our
stakeholders effectively to ensure we have their support, input and resources as well as
being aligned with our goals. Our stakeholders include the owners, Marco and Gino Di Salvo,
our existing staff members, customers, regulatory bodies and the local community. Each one
of these groups plays a different and yet vital role in the success of the mobile catering
project and we have to make sure we are engaging with them in a way that is genuine and
inclusive to build that trust and relationship.

Owners (Marco and Gino di Salvo)

As the two owners of Pizza Fratelli Marco and Gino are certainly key stakeholders in this
project. They are going to undoubtedly have a vested interest in the success of this new
project and they will be providing guidance, resources and support across the project’s life
cycle. As far as communication goes | believe regular meetings between the two will be most
efficient so that they can discuss progress and possible challenges we might have run into.
They will gain this information however from hosting regular meetings with staff to gain an
understanding on what staff are feeling and convey this onto each other. As the owners
these two are going to be the primary decision makers in this project as well as provide the
build of the capital. This is why it's so important to keep them informed to ensure they have
full knowledge of anything and everything that is going on so their decisions made can be
strong and within the interest of everyone.

Existing Employees:

The current staff at Pizza Fratelli are also definitely essential stakeholders when it comes to
the success of the project. These people will be directly impacted by the changes that come
in job roles and new responsibilities. The staff’s input and feedback will be key to smooth
transition in this new venture. Staff will be asked to attend a weekly meeting to discuss any
issues they may have and the progress of the business as well as to provide support to any
support that may be needed. We will also be communicating via email as a less direct
approach on any possible last minute changes or information that must be heard before or
after a meeting as this allows for regular and efficient communication. By ensuring we are
engaging with and being transparent staff it allows for a more smooth transition to the mobile
catering project and will make them feel valued and heard throughout as well as lower the
level of resistance to change.

Customers:

Customers are key stakeholders as they will be the ones who will be enjoying our fresh wood
fired pizzas at events. Their input and feedback as well as their satisfaction are essential to
the success of the project. We will conduct surveys and other forms of ways to gain feedback
on the menu, food quality, service and overall experience we will also use social media like
tiktok and Instagram to keep customers | formed on any potential new events or location we
are going to be based to keep customers feeling engaged and like they are valued by the
business. The customers are going to be ones who ultimately determine the success of the
project. With engaging through back surveys and social media we can ensure we are
meeting all needs they have.

Time management:

Effective time management is crucial towards the success of any project, especially one as
complex and quick changing as a mobile catering business. As a leader its essential to have
a clear plan for managing our time effectively to ensure we can focus on the most critical
tasks and meet deadlines.
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We must prioritise tasks based on their importance and urgency. In this case we can use the
Eisenhower Matrix to split tasks into four sections: important and urgent, important but not
urgent, urgent but not important, and neither urgent nor important. We must focus on tasks
like gaining permits and leave other tasks until last like cleaning.

We must also use task listing to create daily or weekly lists to keep on top of task deadlines
and break down the larger tasks into smaller more manageable ones and then further
priories them upon importance.

We will start each day by reviewing our task lists and prioritising our tasks for the day and
allocating specific times for each task ensuring to schedule deadlines and breaks along the
way. We will also be using a GANNT chart to set out all tasks that need doing and when they
should be completed to act as a guideline for us and act as way for the business to track
progress.

Effective time management is essential towards the success of a project. By using these
tools and techniques we can manage our time effectively and efficiently and focus on the
most critical tasks to ensure the success of the project. We must remember to prioritise tasks
and use tools to stay productive and organised.
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Task 4 — Leading and Supporting the Team
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e Observation Record Form
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Task

Task 4 — Leading and Supporting the Team

The purpose of this task is for you to lead and support the team through the project moving
to a mobile catering option. You are required to support the team through the change,
detailing their roles and responsibilities and including how the change will be managed. You
also need the support of the wider team of all Pizza Fratelli staff to ensure the projectis a
success.

You must:

Write an agenda for an initial 30 minute team meeting to discuss moving the business
into mobile catering.

Write an email to the project team attaching the agenda and detailing the reason for
holding the meeting that will encourage participation from all the team in the new
project.

Chair the meeting to discuss the move into mobile catering with the team, ensuring
that concise meeting minutes with clear actions are captured. The meeting minutes
will be shared with the brothers for monitoring progress of the project and team
morale.

Produce a reflection on the most appropriate leadership style that you should use to
continue to engage with and support the team members in order to encourage
ownership of the project. As part of your reflection, consider how your use of
leadership style, emotional intelligence and own behaviour during the meeting
impacted on others navigating change, including what went well and what could have
been done differently.

Resources

Assignment Brief

Figure 1a — Current staffing (Restaurant)

Figure 1b — Fratelli Restaurant Organisation Chart (current staff)
Figure 2a — Proposed Mobile Catering Unit staff — Organisation chart
Figure 2b — Opening Hours (Mobile Catering)

Figure 3a — Staff data — Mobile Catering Unit (Proposed)

Figure 3b — Staff Profiles — Mobile Catering Unit

Figure 5 — House Style

Conditions of assessment:

The maximum time allocated for this task is 4 hours.

You will have 1.5 hours to complete the agenda and email elements of this task.
The ‘chair a meeting’ part of the task will last for 30 minutes.

The remaining time (2 hours) will be spent on the reflection element.

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

What must be produced for marking:
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Team Meeting agenda

Email to team

Video recording of chairing a meeting

Meeting minutes with clear actions

Reflection on leadership style to use with the team on the project
Observation Record Form
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Candidate evidence

Pizza Fratelli

Family-run pizza perfection

Agenda

The objective is to introduce the team to the concept of a new business venture which is
transitioning the business and expanding into the mobile catering industry. We will be
outlining roles and responsibilities, handing out support and collaboration among team
members to create a smooth transition and a successful project.

Greetings and introduction:

| will start by welcoming all team members to the meeting and then will move onto discussing
what the purpose of us hosting this meeting is which in this case is to discuss this new
exciting expansion opportunity into the mobile catering industry

Information:

We will then go on to discuss the reasoning behind deciding to choose this as our venture
and the advantages and disadvantages of the mobile catering industry. We will also be
discussing market trends and customer preferences.

Project Overview:

We will present an outline of the project's scope which will include all of our expected
timelines and goals and then also highlight how important it is that we work as a team in this
project in order to achieve success.

Roles and responsibilities:

Then we will go on to speak about the specific roles and responsibilities Of each individual
team member involved in this project after this will ask all in attendance to ask any questions
about their roles and responsibilities to make sure there are no misunderstandings and there
is clarity on everything.

Change Management strategy:

In this we will talk about potential strategies for managing this transition effectively for a
smooth transition into this new market that will include communication plans and any
potential challenges. Once this has finished we will once again ask team members their
thoughts on how to create a smooth transition.

Support and Collaboration:
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We will emphasise the importance of the support from the whole team at Pizza Fratelli and
how the staff are key in the success of this project. We will be encouraging them to work as a
team, use creativity and have a positive attitude towards the change.

Feedback:
We will open the floor to any questions staff may have or concerns and then address any of
these queries made and provide reassurance where it is needed.

The next step:

We will summarise the key takeaways from the meeting and outline the next steps including
any actions that need follow up tasks as of right now and we will confirm the date of an
additional meeting.

Conclusion:

We will thank all time members for their attendance and participation in the meeting and how
excited we are to be on this venture with them
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Pizza Fratelli

Family-run pizza perfection

Staff Email

Dear Team,

I hope this email finds you well. As a business Pizza Pratelli continues to grow and we are
excited to announce a new thrilling project which will help to redefine our business as we
transition to the mobile catering industry.

| have attached the said agenda below for our upcoming meeting, this outlines the topics in
which will be brought up and the aims and objectives we aim to achieve.

The primary goal of this meeting is to introduce our team to the concept of expanding our
business into the mobile catering industry. We will outline roles and responsibilities and try to
create a sense and culture of support and collaboration in our team to make sure this project
is successful.

Your participation in this meeting is a huge deal to us as we go on this journey together. All
of your thoughts and ideas will play a pivotal role in the success of this project. Together as a
team we have an opportunity to grow and explore new possibilities and bring the business to
new heights.

We cannot achieve any success in this new project without the support and collaboration of
the whole team at Pizza Fratelli. We are going to emphasise the importance of working
together as a team and using each other's individual strengths to overcome any obstacles
along the way and support each other through this journey.

Following the meeting we will summarise all of the key takeaways and points and outline the
next steps in this project's life cycle. We will also be scheduling additional meetings to keep
all of us informed and engaged through this exciting new venture.
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We are genuinely excited about all the future possibilities this project will bring us. But we
can't stress enough how important your enthusiasm, dedication and expertise are the most
valuable assets to us a business so let's come together as a team and dominate this new
market with all of your excellent skills.

Please feel free to reach out to us if there are any concerns or queries before this meeting.
We thank you all for your loyalty and dedication to Pizza Fratelli

Kindest Regards
Team leader
Posation

Contact Info
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Minutes of meeting

Pizza Fratelli

Family-run pizza perfection

"Thursday 14th march

Team leader and employees

REASONING BEHIND THE PROJECT

In this the team leader spoke about the reasoning behind choosing a mobile catering venture
as a new project. The points raised was that the huge market of £1.3 billion allows for so
many opportunities as a business and with our already established brand name and stellar
reputation it gives us more opportunities to penetrate the market. We also spoke on current
economical factors like the cost of living crisis and the effects of the recent pandemic and
how people have less disposable income to spend on going out to a nice restaurant hence
why we chose this venture with the more cost effective and yet with the same customer
service and great food. Another point that was made was how there are over 500 festivals a
year in the uk and this gives us many opportunities to promote our business and grow.

We are going to need to complete more research on the market and potential competitors as
well as information on gaining insight into these venues and how we can get involved in
these. These will be completed by the project leaders.

TIMELINES AND GOALS

At this point the team leader spoke about our expected timelines as well as our goals and
objectives. We spoke about the importance of time management and meeting timelines to
ensure the success of a project and that for this project we have decided that gaining permits
is a top priority and how this should be completed as soon as possible to ensure we can
finalise the project as soon as possible. We also spoke about our goals and objectives within
this project the main one of these being hitting a sales target of £115,000 within the first year
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of operation. When meeting this target it will allow us to see a good return on investment in
the project and grow as a business in this we will have a GPM of around 44.3 percent.

The action that needs to be taken is to do research and gain the certain and specific permits
needed for the business to operate efficiently and so that we can access all areas needed
like festivals and streets in order to maximise profits. This will need to be conducted by us as
team leaders and the owners as well.

ROLES AND RESPONSIBILITIES

We spoke about the potential changes to employees roles and responsibilities and how this
project will affect them. These included the change in working hours which will now be split
between the restaurant and the food truck as well as new responsibilities in cleaning, driving
and looking after the truck so training will have to be completed. It was spoken about that
employees are a key part of the success in this project and that their compliance, loyalty and
their continuous support.

The actions that need to be taken are training which will be conducted internally by project
leaders and taught to the employees which will involve how to use the food truck, how to
clean it and the use of new equipment.

CHANGE MANAGEMENT AND RISK

The project leader then went on to talk about how we plan to manage this change and the
risks involved with the implementation of the project. The change management plan includes
providing training for all staff members as well as continuous support throughout the whole
project. This support was said to come from the new implementation of new employee
feedback surveys which will allow employees to discuss their feelings towards this project
and any ideas and suggestions they may have. The team leader then went on to speak on
the risks of this project and the use of risk assessments and tools like a RAG rating to
identify risks and the effects they have and any ways we can potentially mitigate them. The
main risks that were brought up were risks with not meeting timescales and the negative
effects this could have on the project like falling behind and causing profitability issues and
demotivation but can be solved with uses of tools like a GANTT chart to use as a guideline.
Another risk was potential legislative issues with health and safety acts and all permits being
placed. The issues this could cause if not met could come with fines and delays in getting the
project started. We can mitigate this with conducting research and making sure we are well
informed on legislation in place.

The actions that need to be taken we as the leader will need to conduct in depth information
into all legislation that affects this business venture and ensure that we are meeting these
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standards that are required as well as keeping up with these regulations and regulatory body
standards.

SUPPORT AND COLLABORATION

As briefly spoken about before, the team leader goes on to talk about the importance of
working together as a team and the importance employees play and how valued their role is
to the organisation. The first point made was on how we expect all employees to give us their
ideas and thoughts throughout the project life cycle. The next point was then onto teamwork
and how as employees they need to help each other and support each other through these
changes and then once again talking about the implementation of employee surveys.

Staff will need to participate in these surveys and meetings and give feedback on the project
as well as support each other through these changes and how management will be there to
further [provide support as it is needed.

THE NEXT STEPS

The team leader then went on to discuss the future after this meeting. This included this was
about making sure we are meeting timescales and using our tools like GANTT charts
effectively as well as the importance of meeting personal and organisational goals. The
leader then went on to talk about the next tasks that need doing and the actions that will be
taken.

These actions include the gaining of permits, setting the goals for employees and ensuring
they are SMART.
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Reflection

In the meeting it's evident that there is a clear aim of creating a sense of ownership amongst
employees and that this is crucial towards the success of the project. In order to achieve this
goal | have identified the most appropriate leadership style would be a combination of
participative and transformational.

The transformational leadership style allows for an emphasis on motivating and inspiring
employees by creating a vision and making sure that you provide the employees with the
support they need as well as the resources to achieve their goals. This particular leadership
style will encourage creativity and innovation and also the commitment and loyalty amongst
employees which we desire and will be crucial towards this change. By making sure that we
are constantly and continuously communicating our visions,changes and roles of the project
we can ensure employees are participating and are motivated throughout.

Furthermore the participative style allows the employees to be involved in decision making
and that their contributions will be valued. This approach gives a sense of ownership and
empowerment in employees due to their opinions and ideas being heard and valued.
Additionally by actively encouraging feedback in the form of our new surveys and
encouraging open communication it allows us a business to create a collaborative and
supportive business culture and environment where all members can feel like they are part of
the success of the project.

During the meeting the use of the participative style was evident throughout with a huge
emphasis on encouraging open communication through giving time and opportunities to ask
questions and the further continuous talk on regular meeting to talk about any issues and the
progress the project as well as anything any employees think are going well or things that
need changing and finally the encouragement of feedback and ideas from employees.
However to maybe engage staff members more a possible more transformational leadership
style could have been adapted by emphasising the vision of the project and the purpose and
demonstrate a higher level of enthusiasm and passion to increasing engagement employees

Emotional intelligence also plays a crucial role in choosing what leadership style to foster and
also the effectiveness of said style chosen. Leaders with high levels of emotional intelligence
are more able and capable of understanding their and other emotions and manage these
effectively changing styles and adapting to how certain people react to changes and
emotions. By demonstrating empathy and understanding and supporting team members'
concerns and resistance towards these changings in job roles and shifts we can further
create a positive business culture.

Overall the leadership style i demonstrated in the meeting was effective in promoting
engagement and participation among employees however there is definitely a room for
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improvement especially in getting across the vision and purpose of the project and
demonstrating higher levels of enthusiasm.
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Occupational Specialism Observation Record

(Task 4 Leading and Supporting the Team)
8715-30 T Level Technical Qualification in Management and Administration
8715-312 Team Leadership and Management

Candidate name

City & Guilds candidate No.

Provider name

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.

Range of communication techniques

The candidate made a good attempt at using a range of communication techniques. The candidate spoke
clearly to outline his ideas. He used a range of verbal and non-verbal communication effectively.

Presentation of information clearly and coherently

The candidate presented his information in a professional manner to the team. His points were made
clearly and coherently.

Use of questioning and listening techniques

The candidate used effective questioning techniques to gain feedback from the team. He also employed
effective listening skills.

Providing opportunities for questions and clarifications
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The candidate remained professional and was able to provide opportunities for questioning from the team.

Any other aspects]

A well executed meeting.

Tutor questions to candidate Candidate responses

Timescales — You have outlined the timescales - Time management techniques used to ensure
for launching the catering business What were deadlines were met.

your considerations relating to timescales? - Gantt chart

Risks — You have outlines in detail the risks - Risk analysis

associated with launching the mobile catering - Contingency plan

unit. What process did you take to determine - RAG rating

this?

Process — You have outlined in detail the - Financial reasons (costs)

process that you feel would be appropriate for - Greater opportunities for business development.
this project. Why do you feel this is the best

option?

X
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Task 5 — Coaching and Developing a Team Member

Assessment number
(eg 1234-033)

Assessment title

Candidate name

Provider name

City & Guilds provider No.

Task(s)

Evidence title / description

8715-312

Occupational specialism

<first name> <surname>

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

<provider name>
999999a

Coaching plan

SMART objectives and personal development plan
for Tony

Observation Record Form

Date submitted by DD/MM/YY
candidate
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Task

Task 5 — Coaching and developing a team member

The purpose of this task is for you to coach a member of the team, Tony di Salvo. Tony is not
confident in their ability to move into an Acting Team Leader role. Your aim is to demonstrate
how you will support them during the project and the change in their job role which will
involve them running some of the shifts, supervising staff and training them to be multi-skilled
on the mobile business. Your tutor will take on the role of Tony di Salvo as part of this task.

You must:
e Produce a coaching plan to detail an appropriate coaching technique and model to
support Tony

¢ Run an initial coaching session with Tony, using the coaching model and technique
detailed in the coaching plan. The coaching session should last for a maximum of 30
minutes. During the coaching session candidates are required to:
o Agree and set SMART objectives with Tony in order for them to feel confident
in their job role after the change moving to mobile catering.
o Develop a personal development plan with Tony, including the SMART
objectives agreed in the coaching session and timescales.

e Produce the final personal development plan following the coaching session,
including SMART objectives as agreed with Tony.

Resources
e Assignment Brief
e Figure 2a — Proposed Mobile Catering Unit staff — Organisation chart
e Figure 3a - Staff Data — Mobile Catering Unit (Proposed)
e Figure 3b — Staff Profiles — Mobile Catering Unit

Conditions of assessment:
e The maximum time allocated for this task is 4 hours, including a maximum 30-minute
coaching session
¢ You must carry out the task on your own, under controlled conditions

What must be produced for marking
e Coaching plan
e Recording of initial coaching session
e SMART objectives and personal development plan for Tony
e Observation Record Form

8715-312 Occupational Specialism — Summer 2024 Pass Grade SEM (v1-0) 52



Candidate evidence

Coaching Plan

When coaching Tony Di Salvo we need to think of our main goals and objectives and the key
outcomes from this. One objective is to successfully transition and support Tony in his
transition to becoming an active team leader. We plan to focus on building on Tonys
weaknesses like his lack of confidence and poor communication. These are his main
concerns but we also have ambitions to build upon and develop him in holding meetings with
members of staff, handing out and delegating tasks to staff members and thoroughly
communicating with staff. Obviously Tony has his concerns when it comes to this change in
responsibilities we are going to have to ensure to support him continuously throughout this
change and provide the necessary support and guidance hence why a coaching plan being
developed is a necessary step.

When developing this coaching plan we plan to utilise the use of SMART objectives and the
GROW model. The plan will involve in-depth options on ways we can improve upon Tony's
weaknesses as well as to continuously improve him using these specific goals. With the use
of SMART objectives these will be perfectly made for him to suit his situation and his
situation only. We need to ensure that all of these objectives align with the outcome that we
desire for Tony, who is becoming a fully developed acting team leader. Some SMART
objectives we have come up with is to host a meeting once a week for a month. We will use
objective to help develop Tony's communication and social skills as well as boost his
confidence when communicating with other staff members. These meetings will start out as
one on ones and include talking about progress of staff and delegating tasks. Another
SMART objective is we want Tony to be regularly sending out emails to staff. We will keep
this task as a daily thing. We believe this benefits Tony in building relationships with staff and
improving his bond and creating a familiarity between staff creating a smoother transition
when managing staff.

In our coaching sessions with Tony we will be evaluating all of Tony's current strengths like
his excellent cooking skills and some possible weaknesses we could improve like his
communication and confidence. We will also discuss how he can help himself adapt to this
new role and responsibilities. We will then be giving Tony many opportunities to discuss in
further details his worries and communicate with us if there is anything we can do to facilitate
him through these changes. We will focus on using the growth model and have a discussion
on all of his current assets and how he feels about working for Pizza Fratelli. With all of this
information in mind it gives us more clarity in choosing SMART objectives.

Once all of these keys factors of information have been gathered we will shadow Tony in
order to further evaluate upon his skills and identify areas of improvement in all aspects of
the workplace whether this be customer service or time management it will be a huge help in
improving Tony's work and will further help him in becoming a fully fledged, capable team
leader. Now we have identified all of this we are going to have to think of the different
pathways and strategies we can use to make sure this training and development is
successful. Whether these be through carrying out mock scenarios and role playing things
like meetings and possible conflict between staff or whether it be Tony shadows some of our
more experienced staff members so he can gain an idea on how things should be handled.

Another key thing we will need to implement is an action plan that will involve all specific
tasks that need to be completed as well as certain time frames and ways for us to measure
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Tony's progress and evaluate his performance. With the implementation of this and our
regular check up meetings and sessions to help further foster the support for tony by
providing continuous support along the way reassuring any issues. As we continue with
these coaching sessions we plan to maintain continuous feedback and continuous
communication throughout this will ensure that he's as comfortable throughout this whole
transition and that he can perform to his best ability that we know he has

In these upcoming months for this coaching to be successful we are going to focus on many
aspects of tonys work. We are going to have him run 2 shifts a week as the manager acting
alone with only the small support of other acting experienced staff members. In doing this it
allows him to gain so much independence and gives that experience that he's gonna need
when he further progresses through the business. We will manage and assess Tony's
progress through multiple surveys and meetings to ensure that he is managing staff
effectively.

As said previously we want Tony to feel comfortable by providing continuous feedback to us
on how he thinks things are running and what he believes to running well and maybe what
needs work we want him to observing staff and also providing his own feedback in one on
one meeting held to discuss employees progress and strengths and weakness as well as
slowly progresses to training in new equipment. It is important for us to use tony's skills and
improve him as he is a huge asset to business and that he stays committed in wanting to
continuous develop
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DATE: 26/3/24
TEAM LEADER: Candidate nhame
NEW IN TRAINING ACTIVE TEAM LEADER: TONY DI SALVO

CONTINENTS OF THE MEETING:

In order to start the meeting we first briefly outlined some of Tony's key issues and worries
when taking up this new role we identified the following

Lack of communication skills
Lack of confidence when dealing with conflict

As well as confidence as a whole

One this was discussed we spoke about how we can possibly fix issues as well as
identifying his key strengths in being making excellent food the the possible solutions we
had discussed where

Shadowing more experienced members of staff in order to realise and see how Tony
himself should act and allow him to gain an insight on what his day to day life will be in this
new role in doing this we both agreed this would help him in his own situations and gain
him some valuable experience.

We also discussed a possibility of running mock scenarios and role plays of moments of
conflicts and meetings that we said will help his experience and will definitely play a huge
role in improving his confidence down the line and how this will translate well into real life
scenarios.

The next thing we went over were some smart objectives that we had set for Tony one of
these being to host a certain amount of meeting over a few weeks in order to build his
confidence and relationships with fellow team members and in these meeting talk over
staff progress and positives and negatives of their work.

However we also believe for these coaching sessions to be successful we are going to
have to continuously monitor Tony so we have decided to implement regular meetings and
possible training from more experienced staff members to further ensure Tony's success
in this new role.

We will host a meeting weekly in order to discuss any issues Tony may have as well as to
assess his progress.
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stages so Tony can be as capable as possible before the project launch.

Tony's training and shadowing will begin in January before the project hits its development
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Occupational Specialism Observation Record

(Task 5 Coaching and developing a team member)
8715-30 T Level Technical Qualification in Management and Administration
8715-312 Team Leadership and Management

Candidate name

City & Guilds candidate No.

Provider name

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.

Use of questioning and listening techniques

The candidate was able to apply a range of techniques e.g. Q+A, rating system etc. He demonstrated
good listening skills to identify the development need of the team member.

Engaging with team member

The candidate engaged well with the team member. He was professional and empathetic and used a
variety of interpersonal communication skills to achieve this.

Discussion and development of SMART objectives

Through effective feedback the candidate was able to set developmental SMART objectives to benefit both
the team member and the company.
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Any other aspects

Tutor questions to candidate Candidate responses

How will the coaching technique used in this - Reassuring and empathic to development
session make me feel more confidence in my needs.
job role as a Team Leader? - Strategies such as shadowing was put forward.

How will these SMART objectives help me in the Great confidence will be able to address team

transition of the mobile catering business? members effectively, improve productivity etc.
How can | develop my skills and confidence - Identification of further training opportunities.
when dealing with difficult staff and more - Shadowing, targets and workshops.

experienced team members?

X
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Task 6 — Managing a Challenging Conversation

Assessment number 8715-312
(eg 1234-033)

Assessment title Occupational specialism

Candidate name <first name> <surname>

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

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

Task(s) 6

Evidence title / description o Written summary of response to negative behaviour
e Action Plan

Date submitted by DD/MM/YY
candidate
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Task

Task 6 — Managing a challenging conversation

The purpose of this task is for you to support your team through the change of moving into
mobile catering.

Following a request from Sam Can Lui to reduce their working hours, the only viable option
was to offer them part time hours as a Catering Assistant on the mobile catering

unit. However, during a team meeting, Sam raises some strong negative opinions on the
decision to move the business into mobile catering. They attempt to influence other members
of the team with their negative opinions. Sam cannot understand why the business needs to
do this and insists that extending the restaurant premises would be just as productive and
staff would not need to change job roles and be inconvenienced. Their behaviour and
communication have become a cause for concern due to them becoming aggressive.

As the Team Leader, you are required to respond constructively to Sam’s behaviour and set
a clear outline of objectives and goals so that they remain on track.

You should consider the impact of Sam’s behaviour on other members of the team ensuring
collective team objectives are achieved in relation to supporting the move to mobile catering
and continue to deliver excellent customer service.

You must:
e Write a summary about Sam’s negative behaviour during the meeting that reflects:
o why this behaviour is not conducive to a productive work environment
o how you would respond to Sam following their negative behaviour during the
team meeting

o Develop an action plan that shows the steps you will take to support Sam through the
change. You should consider:
o The most effective leadership style that you would use to achieve a positive
outcome
o How you will demonstrate anti-discriminatory practice and equal opportunities
o How SMART objectives will be used to support Sam to meet both personal
and collective team objectives, and why these are important

Resources

e Assignment Brief
Figure 1a — Current Staffing — Restaurant
Figure 1b — Fratelli Restaurant — Organisation Chart (current staff)
Figure 2a — Proposed Mobile Catering Unit staff — Organisation chart
Figure 3a — Staff data - Mobile Catering Unit (Proposed)
Figure 3b — Staff profiles - Mobile Catering Unit

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
e Written summary of response to negative behaviour
e Action Plan that includes the leadership style to be used, how anti-discriminatory
practice and equal opportunities will be demonstrated and the SMART objectives that
will be used to support Sam
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Candidate evidence

Written Summary of Response

During the meeting we noticed how Sam showed some strong negative behaviour towards
this new project. This project is a mobile catering expansion. These views only became
stronger and clearer as they then tried to persuade others with these negative views. As a
business this is a bad image for us and the project as it can foster a demotivated workforce
with decreased productivity and division between employees.

As team leader we need to address Sam's negative views and behaviour by firstly
acknowledging the concerns they may have and ensuring that it is understood that we value
their feedback and the concerns they may have. However in saying this we need to make it
known and emphasise the importance of maintaining a positive attitude throughout this
transition and change and be there for other members of staff by providing support in order
to ensure the project's success. After meeting we should have had a private meeting with
sam to further discuss their issues | would firstly address the issues Sam had brought up but
then ask Sam to maybe uses their words more wisely and in a more constructive way and
once again further emphasis the importance of good communication and supporting each
other and maintain a positive attitude and outlook.

We have decide to create an action plan and the first step in this is to choose a leadership
style to in order to help guide sam through the transition the leadership style we have
decided to use is a mix between the uses of autocratic but only slight in order for us to get
our point across but the primary form of leadership style will be a democratic and just
focusing on what Sam thinks and making sure there aware their voice is heard and we
understand any issues they may have. We need to make sure we are providing support
whether this be through feedback meetings and constantly providing feedback while also
giving employees the power and determination to take a sense of ownership in their role
during this change.

We also need to ensure that when listening to Sam we are taking in consideration all of their
points and not having a biassed view as a business. We knew going into this project that
there was going to be a level of resistance between staff and we understand that with
changes in job roles and shifts this is only normal. So when addressing Sam we need to
make sure we are being understanding and catering for any of their needs as it is the team's
hard work and dedication and loyalty that will ensure this project's success.

With all of this information in mind there are going to be some smart objectives we are going
to set for Sam. We aim for these to aid Sam in making them feel more comfortable in the
change and more slowly and smoothly transitioning them into it. The goals we choose will
have to be specific and outline in detail objectives related to adapting to this new role and
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learning how to embrace this change more positively. We will ask Sam to do some research
on possible successful mobile catering businesses and the strategies that they used. Goals
also have to be measurable; this means we need to have a clear way to measure and
assess Sam's progress. This could be tracked by perhaps the number of positive

contributions made during a team meeting or through the uses of us wanting to implement
customer feedback surveys and Sam gaining positive reviews. Goals need to be achievable

and we need to make sure we are setting realistic goals based on Sam's skills and
capabilities. With 10 years of experience in catering we will break down our larger objectives
into smaller more achievable tasks. Objectives also need to be relevant to the overall goal of
supporting a smooth transition into the mobile catering business and maintaining high levels
of standards like customer service. The use of Sam's goals should link to the success of this
new venture. We also need to establish time bound goals by establishing set deadlines in
order to maintain and improve motivation levels which could include milestones for progress
and having regular meetings to discuss Sam's progress and development.
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Action Plan

By implementing a detailed action plan we aim to give Sam the necessary support and

guidance to explore this venture and navigate through the change positively. Moreover using
this can help us build a more constructive and feedback focused work environment which will
enable the team to keep focus on collectively meeting objectives and work towards the
success of the project and delivering amazing customer service

DATE

START DATE: 14.01.24 -
12:00 AM

FINISH DATE: 14.01.24 -
1:00 PM

EVENTS

- Hold a one on one
meeting with Sam
and address the
issue with Sam's
behaviour in the
meeting and the
negative outcome of
this behaviour.

- Reiterate to Sam the
positives of
implementing the
new business project
of the mobile
catering van.

- Ask Sam to explain
their issues and try
to reassure them.

OUTCOMES

We are going to first
address the issue of the
aggression and negative
behaviour shown. We will do
this by explaining the
importance of working as a
team and maintaining a
positive attitude throughout
change which will motivate
all other staff. The use of
aggression will not be
tolerated in this business
and Sam will be made
aware of that and the
consequences that will
come with it. The outcome
we wish to achieve with this
is that Sam can identify what
they did wrong in the
meeting and that it be
understood it's okay to not
agree with certain things but
to come off in a more
constructive way. If this is
not the case however and
this behaviour is to continue
we will host another meeting
and go over the same thing
again to give them the
benefit of the doubt if they
still act the same a verbal
warning will be handed out
as we cant allow this
aggressive behaviour to
foster in the workplace

DATE

EVENT

OUTCOMES
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START DATE: 17.01.24 -
12:00 AM

FINISH DATE 17.01.24 -
1:00 PM

- We will then host a
second meeting this
time to fully and in
depth discuss the
issues Sam has and
how they feel and
any possible ways
we can cater to
these feelings. We
will then discuss the
next steps on how
we can solve theses
issues and the action
that needs to be
taken to be more
positive towards this
change

We will ask Sam to further
explain the issues they may
have to us about this
change and the potential
reasons for this. We hope
for Sam to come off in a less
aggressive manner and
have listened and taken in
what we discussed in the
previous meeting. These
concerns Sam will have are
going to be taken into
consideration by us and we
will try our best to cater to
Sam's issues and how we
can meet their needs. Once
all of this is discussed and
we have all the information
on Sam's issues we will
discuss possible ways to
solve these issues and ways
we can create a more
positive mindset during this
change. We will discuss the
possibilities of potential
training and role play
scenarios on how to deal
with conflict scenarios. We
will then schedule these to
happen in the upcoming
weeks. If this is
unsuccessful we will have to
once again take disciplinary
action and schedule more
meeting to further gain an
understanding on the
situations.

DATE

START DATE: 24.01.24 -
2:00 PM

FINISH DATE: 25.01.24 -
12:00 AM

EVENTS

We are going to use our
time to use role play
scenarios in order to help
Sam work better at dealing
with moments of conflict and
how to correctly express
concern.

OUTCOMES

We will have Sam join in on
some role play scenarios
including moments of unrest
and conflict and the ways
these situations should be
dealt with. We will do this in
hopes to provide more
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knowledge in these
situations and the negative
effects they can have. We
will provide more training
from more experienced
members of staff on how to
adapt to change in new
projects. If this does not
work we will further
implement more tasks and
take action if the attitude
remains the same
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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 – Research and Financial Analysis
	Task 2 – Project Strategic Planning
	Task 3 – Stakeholder Management
	Task 4 – Leading and Supporting the Team
	Occupational Specialism Observation Record
	Task 5 – Coaching and Developing a Team Member
	Occupational Specialism Observation Record
	Task 6 – Managing a Challenging Conversation

