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Introduction

Summer 2025 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 Grade Standard Exemplification Material (Grade SEM) provided for the pass grade
displays the holistic standard required across the tasks to achieve the pass grade boundary
in the Summer 2025 series.

The aim of these materials is to provide examples of knowledge, skills and understanding
that attested to pass standard (threshold competence) in Summer 2025. 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:

¢ 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 ((Ofqual guide for schools and colleges
2025 - GOV.UK), 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 8715-312
(eg 1234-033)
Assessment title Occupational Specialism

Candidate name <first name> <surname>

(RN ERELLILCEICH [ ABC1234

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

Task(s) 1

Evidence title / description SWOT Analysis

Written summary report

Summary of costs

Written response that identifies the best option for the
project and the business, including identification of the

decision-making tool used

Date submitted by DD/MM/YY
candidate
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Task

Task 1 — Research and Financial Analysis

The purpose of this task is for you to research how to successfully expand NXTLevel
Clothing into a city centre retail location. You may use the Internet for this task

You must:

Undertake a PESTLE analysis of the factors that need to be considered in relation to
expanding the business into physical retail.

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 expanding the business into physical
retailing.
You should draft,
o asummary of the costs for each of the different options provided in Figure 3
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
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 Kyri to develop the city centre
store 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 Kyri to confirm which course of action should be taken.

Resources:

Assignment Brief

Figure 1a: Proposed Staffing for Retail Store

Figure 1b: Organisation Chart for NXTLevel Clothing’s Retail Store
Figure 2a: Staff Data

Figure 2b: Staff Profiles

Figure 3: Options for Establishment of Retail Store

Figure 4: Store Logo and House Style

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
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What must be produced for marking

PESTLE Analysis

Written summary report

Summary of costs

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
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Candidate evidence

Task 1 — Research and Financial Analysis
PESTLE Analysis
Political:

There are many political factors that limit any business that imports materials. This is
because there are extremely high tax rates when importing materials to make clothes
and accessories from other countries. The reason for the high tax rates is to protect
domestic industries from foreign competition for the materials and to encourage the
internal purchase of products. Another factor is the countries stance on using animal
fur and skin. This is about countries and activists not sacrificing a life of an animal for
a fast-fashion trend. Some countries have a ban on the idea so distributing through

or to those countries is not viable.
Economic:

One economic factor is low-income areas and the cost-of-living crisis. This is a major
economic impact as fashion is seen as a luxury items, so in a low-income area or an
area going through a cost-of-living crisis, there won’t be as much disposable income
to afford luxury clothes meaning that the brands aren’t making as much money as in
a high-income area. Another economic impact is unemployment rates. This impacts a
business’s potential customer base as without a job you don’t have any income
meaning the places you shop at don’t make any money. It also impacts the location
of the store, meaning that if it is set up in an area with a lot of unemployment, then
there will be no money to make there. The unemployment rate in the UK for people

aged 16 and over is 4.4% which isn’t good considering the cost-of-living crisis.
Social:

Humans being social by nature tend to take influence from those surrounding them or
those in a higher social class than them. This means that the way a celebrity or friend
dresses can change your opinions on the way you dress. This has a major impact on
the fashion industry as certain brands may not be able to keep up with the social

trends then they will quickly fail as a business. Another major social factor is the
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death of the british highstreet. This is the fact that the british highstreet is slowly
dying as more and more businesses move online. Online marketting is much easier
than storefront marketting as you have a wider audience, you have less employees,
and you can run the business from a remote location. This is the ideal business
model as it is much eaier for customers and businesses to do business. However, as
more and more businesses move online, there are less and less on the highstreets of
britain. This causes less people to come into highstreets and town centres as there
arent as many appealling shops to go to and buy items from, meaning the customers
stop going and the businesses that have failed to move online have no other option

but to close leaving the highstreet and town centres to suffer even further.
Technological:

A significant technological factor is television. This is a major factor as everyone on
the television wears some sort of clothes and a lot of people take influence of their
clothes from their favourite celebrity or character. This will influence peoples fashion
choices based on that. For example, if there is a popular show that lots of people are
watching, and they all see a certain item of clothing being worn and it looks nice on
the actor, and they think they could pull it off then they will all go out and buy one to
wear like the actor. In a similar way, people like to cosplay as certain characters so if
that character has a specific jacket on then a lot of people may want to go buy that

jacket to look like the character.
Legal:

There are many acts protecting workers rights. This has a massive impact on the
fashion industry as it is one of the most well known for having “sweat shops” in
eastern asia. This would not be allowed in the UK due to the Health and Safety at
Work Act 1974 whereas workers acts are few and far between in certain parts of east
asia. Another massive legal impact is taxation. This is a major impact as if a fashion
brand doesn’t pay taxes it may get in turmoil with the law enforcers, meaning its
reputation and brand value might go down. This is bad as if your brand reputatuion
and value go down then you will lose customers, suppliers, and the trust of many

others.
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Environmental:

The fashion industry is responsible for about 10% of international air pollution. This is
due to carbon emissions being produced in eastern asian fast fashion production
lines. There is also approximately one bin bag worth of clothes burned or put in
landfill every second which is enough clothes to fill one and a half empire state every
day. This is a lot of fast fashion and clothing being thrown away everyday due to
trends and growing out of them. 57% of all clothing thrown away goes to landfill and
25% of it goes to an incinerator. It takes 2,700 Liters of water to make a single cotton
shirt, in perspective that amount takes one person around two and a half years to
drink.

SWOT Analysis

Strengths:

- Strong Brand Reputation

- Have Been Operating For 6 Years

- They Have Over 150 Employees

- They Have a Distribution Warehouse and A Small Factory

- Won The Fashion Retailer of The Year in The Northern Business Awards
- They Have a Loyal Customer Base

Weaknesses:

- They Only Have £75,000 For Initial Investments

- Deadline Of 6 Months

- Limited Opening Hours

- Limited In-Store Workers

Opportunities:

- Featured On Social Media Account With 10 million Followers

- 87% Of Survey Respondents Said They Would Like to See It Become A Store
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- They Can Create A “Touch Only” Range Exclusively for In Person Customers
- Click And Collect Features

Threats:

- 16 Competitors Within a 1 Mile Radius

- Fast Fashion

- Supply Chain Disruptions

- Cost-Of-Living Crisis

- Limited Footfall

Summary Report

NXTLevel Clothing have all the resources and branding to expand into an in-person
store front but before that it is integral to understand the internal and external benefits
and negatives of it. Let’s start off with internal strengths. There are many strengths
that the business has worked hard on building over their 6 years of business
including their Fashion Retailer of The Year in The Northern Business Award in 2024
which demonstrates their success. They also have over 150 loyal employees, a
distribution warehouse, and a small factory. The workforce and stocking of the store
will not be an issue with the dedication of those employees. Moving to internal
weaknesses, there aren’t that many. The only immediately obvious weakness is the
fact that they only have £75,000 for initial investments. This will get the business off
the ground with their storefront but not much else. This doesn’t have to be seen as
an entire weakness as Kyri Surria has stated that to protect her investment, she
wishes to recover the start-up costs of the project within the first year of operating.
Now on to external opportunities. There are a huge number of niches and
opportunities that other stores are not taking advantage of. One of these includes
having a “Touch Only” range where it is only possible to buy it in the store. This is
extremely good for business as it is getting people in the door to buy that specific
product but also allowing them to have a look around at any other products, getting a
feel and look at them you don’t get with online shopping. Finally, there are some

major external threats. One of which being that where they are planning to set up,
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Financial Analysis

Financial Breakdown

forward into more successful streams of income.

there are 16 competitors within a 1-mile radius. This is a huge blow because if the
competitors undercut the prices, then they could easily drive NXTLevel Clothing off

the highstreet causing the whole project to be a waste of time. To conclude, | think

Option 1 Option 2 Option 3
Staffing Costs £185 500 £185500 £185,500
(Yearly)
Rent £4 500 Per Month | £2,250 Per Month | £2,500 Per Month
(£54 000 Per Year) | (£27.000 Per Year) | (£30.000 Per Year)
Utilities £2 800 Per Month | £3,200 Per Month | £2,000 Per Month

(£33,600 Per Year)

(£38,400 Per Year)

(24,000 Per Year)

Refurbishment

£40,000

£40,000

£10.000 Per 3
Month Pop-Up
(£40.000 Per Year

Yearly Marketting | £30 500 £30.500 £30.500
Budget
Total First Year £343,600 £321.400 £310.000
Cosls
Return On Investment (ROI)
Total Costs | Yearly Predicted Initial Return On
of First Sales Profit Investment | Investment
Year Target
Option 1 £343 600 £480,000 £136,400 £75000 181.86%
Option 2 £321 400 £450 000 £158 600 £75 000 211.46%
Option 3 £310,000 £480.000 £170,000 £75.000 226 .66%

Ways To Monitor and Control Finances:

- Budgetting

- Cashflow Forecasts

- Regular Financial Meetings

8715-312 Team Leadership and Management Occupational Specialism — Summer 2025 Pass Grade SEM (v1-0)
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Determine Solution

| think that the best solution for NXTLevel Clothing is Option 3 which is a Pop-Up
Shop space that changes every three months. | belive this is the best option as it has
the best return on investment and seems the easiest to start doing. Eventually it
might be more financially viable to buy a storefront but that is something to consider
a minimum of 4 years in the future. The Pop-Up Shop is the best short term because
while the highstreet and town centres decide on a future, the business can jump
between locations to maximise profit from every area of the south of england. It also
means that the business is not locked into any rental agreements so that if it is failing

then they can pack up and leave at any point rather than sticking out the agreement.
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Task 2 — Project Strategic Planning

Assessment number 8715-312
(eg 1234-033)

Assessment title Occupational Specialism

Candidate name <first name> <surname>

(o1 A\ W[ ERCETTLEIN M ABC1234

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

Task(s) 2

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

Date submitted by DD/MM/YY
candidate
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Task

Task 2 — Project Strategic Planning

The purpose of this task is for you to produce a project strategy for expanding the business
into city centre retail 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 Management Plan, following a process that identifies the risk,
analyses the impact of the risk, how the risk will be treated in terms of mitigation, how
will the progress of the mitigation/treatment be monitored and how will company
processes be reviewed to ensure the risk does not escalate or reoccur. The Risk
Management Plan 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 seek to engage Kyri and other staff at
NXTLevel Clothing. The presentation must be underpinned by Kotter's 8 Step
Change Model to demonstrate how you will ensure the changes to the existing
business are successfully implemented. You will not be required to deliver the
presentation.

Resources

Assignment Brief

Figure 1a: Proposed Staffing for Retail Store

Figure 1b: Organisation Chart for NXTLevel Clothing’'s Retail Store
Figure 2a: Staff Data

Figure 2b: Staff Profiles

Figure 3: Options for Establishment of Retail Store

Figure 4: Store Logo and House Style
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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 Strategic project plan

e GANTT chart

¢ Risk Management Plan
e Presentation slides
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Candidate evidence

Task 2 — Strategic Planning
SMART Objectives

1. To be in the first pop-up shop location, all set up and ready for opening within
the next 6 months.

2. To recover the start-up costs of the project within the first year of operating.

3. To have an average daily footfall within the shop of 200 people with an
average spend per person being £55 within the first 3 months of operating.

4. To be in the top 5 of all fashion retailers of the local area of the pop-up shop
on opening when the shop is moved every three months.

Timescale
Month Task
Jan Research Profitability
Feb Establish Chosen Solution and Present to Kyn
Mar Contact Potential Locations
Apr Decide On Location and Start Advertising
May Move Stock into Location
Jun Open Shop

Resource Management
Employees:

- Kyri Surria

o Director

- Me

o Retail Operations Manager

o Full Time

o0 37 Weekly Hours

o Salaried

- Charlie Smith

o Supervisors (Hybrid Workers Between Online and City Centre Retail)
o Full Time

0 22 Weekly Hours in Store

o 15 Weekly Hours in Original Website Role

0 £15 Per Hour

- Alison Monroe

o Supervisors (Hybrid Workers Between Online and City Centre Retail)
o Full Time

0 22 Weekly Hours in Store

o 15 Weekly Hours in Original Website Role

0 £15 Per Hour
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- Sydney Turner

o Supervisors (Hybrid Workers Between Online and City Centre Retail)

o Full Time

0 22 Weekly Hours in Store

0 15 Weekly Hours in Original Website Role

0 £15 Per Hour

- Morgan Deer

o Retail Assistants (Sales and Merchandising)
o Full Time

o 37 Weekly Hours

0 £12.40 Per Hour

- Alishbah Asif

o Retail Assistants (Sales and Merchandising)
o Full Time

o0 37 Weekly Hours

0 £12.40 Per Hour

- Yuto Yamada

o Retail Assistants (Sales and Merchandising)
o Full Time

o 37 Weekly Hours

0 £12.40 Per Hour

- Jack Simpson

o Retail Assistant (Sales and Merchandising)
o Part Time

0 22 Weekly Hours

0 £12.40 Per Hour

KYRI SURRIA
Dractor

YOu

Retail Operations
Manager

CHARLIE ALISON SYDNEY
SMITH MOMNROE TURNER

SUPevVISOn Suparvisorn Supenasorn

4x Retail Assistants (3 Full Time, 1 Part Time)
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Cost Management

Cost | Cost Benefit Negative Cost Risk
No. Rating
1 Renting Out Allows the businessto sell | Renting can quickly | £30,000 Medium
Spaces in Town and promote the products become expensive if
Centres For 3 and allows customers to the right agreement
Months at ATime. | have a different look and isn't made.
feel for the products that
they wouldn’t get online.
2 Hiring New Allows existing employees | Training is expensive | Cumrent Medium
Employees to to have more senior roles and if the previous Yearly
Work the Shop and allows for staff rotation. | workers are still Staffing
Floor. going to be there Costs
then you might as £185,500 (7
well use whatis Employees)
readily available.
3 Branding and Keeps each store consistent | It takes a lot of time | £10,000 per Low
Furnishing the and recognisable and money to get it Pop-Up
Pop-Up Shop all setup
Every Time It
Moves.
Cost Name Price (£ Yearly)
Staffing Costs 185,500
Rent 30,000
Utilities 24000
Refurbishment 40,000
Marketing 30,500
Total Costs 310,000
Total Costs | Yearly Predicted Initial Return On
of First Sales Profit Investment | Investment
Year Target
Pop-Up £310,000 | £480,000 £170,000 £75,000 226.66%
Shop
Risk Management
Risk | Risk Risk Description | Risk Cost Impact | Risk Mitigation Mitigation
No. Rating Controls
1 The When moving Medium | Medium | Medium | Packing Having a
Movement | stock and everything with | supervisor
of Stock branding, there bubble wrap see to every
from One is damaged or could helpasit | breakable
Pop-Up to broken items. will protect items | item being
The Next. This could from potential wrapped
cause issues breakage and with an
upon arrival as it isn't as appropriate

8715-312 Team Leadership and Management Occupational Specialism — Summer 2025 Pass Grade SEM (v1-0)
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expensive as

amount of

may cause
stress and the
unnecessary
spending of
money to fix.
2 Mo One When opening
Shows Up to | the store at a
One of The | new location,
Pop-Up there is no one
Locations. there to come
and shop. There
continues to be
minimal people
come into the
shop or buy
items.
3 Storefront When
Owners contacting
Quote Too owners of
Much for starefronts to try
The Space |andfinda

location for the
3-month pop-up,
they quote the
rent and bills at
a price out of
the budget.

having to buy bubble wrap.
new items of the

broken ones.

Use primary Quantitative
research, like and
surveys, to plan | Qualitative
the path based Data.

on replies to the

surveys as that

is where the

people will be to

shop.

Contact as many | Megotiation
owners as Skills and
possible to find Financial
one at an Reviews.
appropriate price

so that the

business can
afford to pay the
rent and make
profit.

8715-312 Team Leadership and Management Occupational Specialism — Summer 2025 Pass Grade SEM (v1-0)
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|Week 1 [Week2 |Week3 |Week4 [Week5 |Week6 [Week7 |Week8 [Week9 [Week 10|Week 11|Week 12|Week 13|Week 14|Week 15|Week 16|Week 17 [Week 18|Week 19|Week 20|Week 21|Week 22| Week 23| Week 24 |Week 25|Week 26 |Week 27 |Week 28| Week 29|Week 30| Week 31|Week 32
Task Task Owner [ 17-Mar]

Start Date (WC) 21-Apr| 28-Apr| 0 12-May| 19-May| 26-May| 02-Jun| 09-Jun| 16-Jun| 23-Jun I 14-Jul]  21-Jul]  28-Jul| 04-Aug| 11 18-Aug| 25-Aug| 01-Sep| 08-Sep| 15-Sep| 22-Sep| 29-Sep| 06-Oct|

Research Profitability Retail Operations Manager 03-Mar|
Monthly Meetings Retail Operations Manager and Director 03-Mar|
Establish Solution Retail Operations Manager 31-Mear|
Research Pop-Up Shops Retail Operations Manager 07-Apr]
Pitch Solution To Kyri Retail Operations Manager 21-Apr]
Brief Employees On Decision |Retail Operations Manager and Director 28-Apr|
Research Potential Location 1_|Retail Operations Manager 05-May|
Contact Potential Location 1__|Retail Operations Manager 19-May|
Decide On Location 1 Retail Operations Manager 26-May|
Research Potential Location 2_|Retail Operations Manager 09-Jun
Contact Potential Location 2 Retail Operations Manager 23-Jun
Decide On Location 2 Retail Operations Manager 30-Jun|
Research Potential Location 3 |Retail Operations Manager 14-Jul
Contact Potential Location 3 _|Retail Operations Manager 28-Jul
Decide On Location 3 Retail Operations Manager 04-Aug

Advertise All 3 Retail Operations Manager 18-Aug|
Furnish and Brand Location 1 _|Retail Operations Manager 18-Aug|
Move Stock Into Location 1 Retail Operations Manager 08-Sep)|
Final Review Retail Operations Manager and Director 29-Sep)|

|First Week Open Review Retail Operations Manager and Director’ 06-Oct| 06-Oct]
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NXTLEVEL CLOTHING

The Options

There are 3 options:

* Option 1 — Rent A Retail Space On A City High Street.
* Option 2 — Rent An Outlet Space In A Department Store.

» Option 3 — Rent A Pop-Up Shop Space That Changes Every
Three Months.
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NXTLEVEL CLOTHING

Chosen Option

Option 3 — Rent A Pop-Up Shop Space That Changes Every Three Months.

I\6

NXTLEVEL CLOTHING

Costs

Staffing Costs 185,500

30,000

24,000
Refurbishment 40,000
Marketing 30,500
Total Costs 310,000

Total Costs Yearly Sales | Predicted Initial Return On
of First Year | Target Profit Investment Investment
LR LT £310,000 £480,000 £170,000

£75,000 226.66%
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NXTLEVEL CLOTHING

Project Timeline
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NXTLEVEL CLOTHING

How Are We Going To
Implement It?

We will us Kotter's 8 Step Change Management Model.
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I\G

NXTLEVEL CLOTHING

Step 1

This step is to create a sense of urgency around the change.

This could be through the means of constant reminders and
encouragement from more senior staff.

I\G

Step 2

This step is to establish a guiding coalition.

This means that we will have a group of more senior and well
experienced employees to drive the change forward to the
employees.

We will use Charlie Smith, Alison Monroe, and Sydney Turner as
those senior members as they are already supervisors so its
something they should be doing daily anyway.
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NXTLEVEL CLOTHING

Step 3

Step three is to develop a vision.

In this project, the vision is to open a pop-up shop that moves
locations every 3 months around town centres and high streets of
the south of England.

G

Step 4

This step is to communicate the vision.

This is for the employees who weren't initially in the decision-
making meeting but need to be informed and made aware of the
change.

This step is where the most resistance to change takes place.
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NXTLEVEL CLOTHING

Step 5

This step is to empower the employees

This means that those now senior members should be letting go
a bit and allowing the employees to be independent and take
initiative for what they think should happen.

It is also about employees breaking down any barriers or
resistance to the change by themselves rather than being reliant
on those around them.

6

Step 6

This step is about creating quick wins.

This is so that the employees feel valued in their work and feel
they are directly impacting the change.

Overall, it is so that the employees feel encouraged to keep with
the change and not second guess their predetermined beliefs
about it.
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NXTLEVEL CLOTHING

Step 7

This step is to sustain the acceleration.

This is about using the quick wins to shoot the project to its
maximum potential with everyone on board with it and wishing its
success.

I\G

Step 8

Finally, this step is anchoring the change.

This means to have the change in place with all the specifics
ironed out.

It is also the idea that the change is now smoothly integrated into
the daily culture of the business.
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NXTLEVEL CLOTHING

Conclusion

To conclude | believe that expanding into a Pop-Up Shop will not
only enhance our business way more than the other options but
will also allow for further future growth.
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Task 3 — Stakeholder Management

Assessment number 8715-312
(eg 1234-033)

Assessment title Occupational specialism

Candidate name <first name> <surname>

(RN ERELLILCEICH [ ABC1234

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

Task(s) 3

Evidence title / description e Stakeholder map
e Stakeholder engagement plan

Date submitted by DD/MM/YY
candidate
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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 expanding into city centre retail.

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

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

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

Resources

Assignment Brief

Figure 1a: Proposed Staffing for Retail Store

Figure 1b: Organisation Chart for NXTLevel Clothing’s Retail Store
Figure 2a: Staff Data

Figure 2b: Staff Profiles

Figure 3: Options for Establishment of Retail Store

Figure 4: Store Logo and House Style

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

Fower

' Interest

Task 3 - Stakeholder Management

Stakeholder Mapping

Astakeholder map is used to frack the power and interest of stakeholders of the
project. It is key to frack where they are on the stakeholder map to then make sure
they are appropnately communicated with. For this | will use Mendelow’s Matrix as it
allows me to see where on the gnd of power and influence a stakeholder is and
therefore contact them appropriately.

i Keep Satisfied | Monitor Closely

Social Groups/
Low Effort Keep Informed

Retail Azzstants

Suppliers Local Cemmunity

I

[ Fadnr:.-Wnrkers| | Distributors |

L I

Rather than listing the stakeholders in the boxes, | have plotted them on the graph
like a scatter graph to gain a more accurate location of where the stakeholders stand
in each box. The stakeholder map has a significant part to play in understanding the
levels of power and interest for the stakeholders. For example, the government on
the map have a lot of power as they can shut down a business or change laws that
will interrupt business, but they have mild interest because they are only usually
interested in businesses doing something majorly wrong like tax fraud. This is why
their positioning on the matrix is at the top middle.

Stakeholders in the “Manage Closely” box should be communicated with daily
depending on their location in the box. Take the director for example, they are up in
the top left meaning they have the highest interest and power out of everyone one
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the matrix. This means they should be communicated with daily and be informed

about every little decision made to do with the project.

Stakeholders in the “” box have little to no power or interest in the project. They are

still considered a stakeholder as they have interest in the business, but they are not

really impacted by the project. For example, the factory workers. They still work for

the business so are considered a stakeholder, but nothing really changes to do with

their job if the Pop-Up Shop opens.

Stakeholder Engagement Plan

Stakeholder | Stakeholder | RAG Risk | Matrix Communication Frequency
ID Name Placement Methods
1 Director Monitor Meetings, Phone Calls, Daily
Closely One-0On-Ones, Emails,
Text Messages
2 Government Monitor Emails, Phone Calls, Every
Closely/Keep | Lefters Significant
Satisfied Step
3 Shareholders Monitar Meetings, Emails, Text | Every Other
Closely Messages Week
4 Social Monitor Emails, Meetings, Every Other
Groups/ Closely Phone Calls Week
Activists
3 Retail Keep Informed | Emails, Meetings, Weekly
Assistants Phone Calls
B Supervisors Medium | Monitor Emails, Meetings, Weekly
Closely Phone Calls
7 Customers Medium | Keep Satisfied | Emails, Text Messages | Monthly
8 Local Medium | Keep Informed | Emails, Posters, Letters | Monthly
Community
9 Suppliers Low Keep Meetings, Emails, Every Other
Informed/ Low | Phone Calls, Text Week
Effort Messages
10 Factory Low Low Effort Emails, Text Messages Every Other
Workers Week
11 Distributors Low Low Effort Meetings, Emails, Every Other
Phone Calls, Text Week
Messages
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The stakeholder engagement plan is an effortless way to organise stakeholders.
They are put into six columns titled Stakeholder ID, Stakeholder Name, RAG Risk,
Matrix Placement, Communication Methods, and Frequency. The Stakeholder ID

column is used to sort the stakeholders, so it is easy for anyone to understand, and it
is quicker in communication to say a number to someone rather than read the whole
row. The Stakeholder Name column is used to identify which stakeholder is being
spoken about. The RAG Risk column is used to identify which stakeholder would
have the most significance if they were not entirely on board with an aspect of the
project. High obviously meaning lots of significance and low meaning not much. The
Matrix Placement column is stating where the stakeholder is placed on the graph
above. This is useful as if we did not have access to the graph, we can still
understand what level of power and interest a person has. The Communication
Method is used to show what types of communication is appropriate to use to that
stakeholder. Finally, the Frequency column is used to identify how often we should
be contacting the stakeholder.

For example, the directors. The directors are in the Matrix Placement of Monitor
Closely. This is because they have the highest power and interest as they control the
project. In the Communication Methods column, they have Meetings, Phone Calls,
One-On-Ones, Emails, Text Messages listed in their box. This is because as the
Retails Operations Manager, | am directly below them in the hierarchical structure of
the organisation meaning | can contact them throughout the day with any queries or
concerns about the project. Finally, their frequency in the Frequency column is Daily.
This is because they are required in every single movement of the project to confirm
things or reject thing or just to have knowledge of everything going on as it is their
business.

Time Management Plan

Time management is key to any project. It is not only for the project’s time
management but also personal. This is key as it allows you to know what needs to be
done next.
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Time RAG Description Applied to the Project

Management Risk

Method

To Do Lists Medium | Alistof things | A personal to do list of who needs
you must do informing of where we are at in the
Sometimes project. It could also be used to
listed in priority | show what parts of the project are
of item to do. yet to be done.

Kamban Four columns | When a group task Is taking place
used to show | like contacting different potential
where atask is | locations, there will be a list of the
in its lifetime of | locations and numbers on the left
having to be column labelled "To Do” and each
done_ltisin person can take one and move it
one of “To Do,” | intothe "Doing” column while they
“Doing,” "Can’t | doit, meanwhile if someone joins

the task late, they know who is left
Be Done Yet”, |to contact and move them into the
and "Done". ‘Doing”. Then it can be done with
ease and without interrupting
anyone else's workflow.

Gantt Charts Achartthatis | Forthe whole project, a Gantt
usedto show | Chart has been made to monitor
when a task what step the project should be at
will take place | based on the week It is easy to
and how long | read if the person reading has any
that task will sort of table reading skills.
take to
complete.

The time management plan most appropriate to the whole project is a Gantt Chart.
This is because it is easily readable, online so anyone can access it, and can be as

detailed as it needs to be. It being as detailed as it needs to be is a big point
compared to the other two. This is because with a To Do List and Kamban, they are

only lists of brief, non-descript singular items. Whereas the Gantt Chart can be as

descript as it needs to be meaning that if a paragraph is required to explain an item,
there is enough space and notes sections to do so.
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Task 4 — Leading and Supporting the Team

Assessment number 8715-312
(eg 1234-033)

Assessment title Occupational specialism

Candidate name <first name> <surname>

(RN ERELLILCEICH [ ABC1234

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

Task(s) 4

Evidence title / description Team Meeting agenda

Email to team

Meeting minutes with clear actions

Reflection on leadership style to use with the team on
the project

e Observation Record Form

Date submitted by DD/MM/YY
candidate
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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 of
expanding the business into city centre retail. You are required to support the team who are
joining the retail sector from the online business in adapting to these changes. These staff
will be required to support the new members of staff who are working for NXTLevel Clothing
for the first time in the retail store to ensure the retail store will be a success.

You must:

Write an agenda for an initial 30 minute team meeting to discuss the expansion into
physical retail and how the existing team will adapt to working in this environment.

Write a rationale statement in the form of a formal email to the staff team that outlines
the reasons for expanding the online business into physical retail. The rationale
statement will form the basis of the meeting, allowing team members to raise
concerns and seek clarification on the expansion.

Chair the meeting to discuss the expansion into city centre retailing with the team,
ensuring that concise meeting minutes with clear actions are captured. The meeting
minutes will be shared with Kyri for monitoring progress of the project and team
morale. The meeting must make reference to the rationale statement.

Produce a reflection of your performance in engaging and supporting the team. As
part of your reflection, consider your use of leadership style, emotional intelligence
and how your own behaviour during the meeting impacted on others navigating
change. You should include what went well and what could have been done
differently.

Resources

Assignment Brief

Figure 1a: Proposed Staffing for Retail Store

Figure 1b: Organisation Chart for NXTLevel Clothing’s Retail Store
Figure 2a: Staff Data

Figure 2b: Staff Profiles

Figure 3: Options for Establishment of Retail Store

Figure 4: Store Logo and 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 rationale statement 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
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What must be produced for marking:

Team Meeting agenda

Rationale statement in a formal email

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

Task 4 — Leading and Supporting the Team

Meeting Agenda

Point | Point Name

Sub-Points

Point Owner

1 Welcome and Introductions

Retail Operations
Manager/Director

2 Project Brief

2.1 Summarise Brief
2.2 Discuss Any Issues with Brief

Director

3 Option Analysis

3.1 Discuss Option 1

3.2 Discuss Option 2

3.3 Discuss Option 3

3.4 Discuss Chosen Solution

3.5 Go Through SMART Objectives,
SWOT Analysis_and PESTLE

Retail Operations
Manager

) Change Management

4 1 Discuss Change Management Model
4 2 Discuss Any Issues with Change
Management Model

Retail Operations
Manager

5 Gantt Chart Analysis

5.1 Discuss Gantt Chart

5.2 Discuss Any Issues with Gantt Chart
5.3 Rearrange Any Issues with Timings
on Gantt Chart

Retail Operations
Manager

7.3 Clarify Final Decision and Any
Changes for The Final Time

] Staff Queries or Concerns 6.1 Check for Quenes or Concemns from | Retail Operations
Staff Manager
6.2 Discuss Potential Mitigation for Staff
Queries or Concerns
7 Decision and Final 7.1 Re-Discuss Chosen Solution Retail Operations
Clarification 7.2 Clanfy Any Changes Manager

8 Any Other Business

8.1 Open Meeting Up to Staff

Retail Operations
Manager/Director

3] Conclusion and Goodbyes

Retail Operations
Manager/Director

Formal Email

To: Kyri Surria, Charlie Smith, Alison Monroe, Sydney Turner
Dear NXTLevel Senior Employees,

| hope this email finds you well. | am writing this to invite you to a meeting discussing
the project of expanding into a Pop-Up Shop location that moves to different town
centres every three months. | believe that you are integral to this change as it is you
who will see most days at the shop. Therefore, a briefing is required on what is

happening, when it is happening, and who it directly affects. The meeting will be at

8715-312 Team Leadership and Management Occupational Specialism — Summer 2025 Pass Grade SEM (v1-0) 40



11:45am on March 18th and will last around 30 minutes. It will take place in the meeting
room of the office. If you are unable to make it, please let me know ahead of time so that |
can arrange with you a Microsoft Teams meeting or a better date in your calendar for the
meeting to be delivered one-on-one. Please find the meeting agenda attached, the Gantt
Chart, and the brief that should be read ahead of the meeting.

Yours sincerely,

XXX

Meeting Minutes

Point

What Was Said

Who Said It

Attendance was taken by xxx

® XXX

It was made sure that everyone
was aware of the prior reading as
emailed
Then the brief was briefly
summarised

e XXX

Option 1 was gone over with all
the finances and risks being
considered

It was then clarified that
everyone understood what was
said

Option 2 was gone over with all
the finances and risks being
considered

It was then clarified that
everyone understood what was
said

Option 3 was gone over with all
the finances and risks being
considered

It was then clarified that
everyone understood what was
said

It was then discussed what the
chosen option was which was
option 3 and made sure that
everyone was happy with this
decision

® XXX

Kotter’s 8 Steps for Change
Management was then discussed

® XXX
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following each step in order and
making sure everyone
understood what each step was

e It was then checked that
everyone was happy with using
Kotter's and each of the 8 steps

5 e The Gantt Chart was then went ® XXX
over first discussing what a Gantt
Chart was

e Then discussing each step
individually and who'’s in charge
of each of those steps

e It was then clarified that
everyone was happy with the
Gantt Chart

6 e xxx was then asked by Karen e Karen

about any other considerations

and risks to clarify the groups

understanding of any other

aspects that weren’t covered

7 e xxx then went over everything ® XXX
again just to reinforce everything
that was said in the meeting

e It was understood and everyone
was happy with it

8 e There was no other business to ® XXX

be discussed or bought up by

anyone in the meeting

9 ¢ xxx then said Goodbye and the ® XXX

meeting was over

Meeting Reflection

During my meeting, | covered everything in my agenda and a little bit more, but the
other meeting attendees didn’t seem to mind about that. Overall, it went really well in
my opinion.

| started off by taking attendance asking for Karen, Invigilator 1, and Invigilator 2.
They all replied with a “Yes”. | then made sure that everyone had read the brief
andany other prior reading in the email which they all had. | then briefly went over the
brief ironing out any misunderstandings with it. | then moved on and discussed all the
options which were understood and taken well by the attendees. | discussed the risks
and costs which were all understood. | then went on to announce the chosen
decision which was option 3 to open a Pop-Up Shop which was taken well. Kotter’s 8
Steps were then discussed and gone over as that was the chosen change
management method. Each step was gone over individually and then all together as
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an overall. We then moved onto the Gantt Chart and like the Change Management
section all the steps of the Gantt Chart were gone over individually and then as an
overall. Both the Change Management Theory and the Gantt Chart were understood
by all attendees. | was then asked by an attendee to clarify some aspects with some
questions about risks and any other considerations which | answered to the best of
my ability. | used emotional intelligence to read the room and answer in a manner
that a child could understand as | could see some confused faces around the room. |
then ended off by once again clarifying and confirming everything mentioned in the
meeting. | then asked if there was any other business to cover but there wasn’t as |
explained everything in such a manner that there was no way anyone in the room
couldn’t understand it. | then said my goodbyes and ended the meeting.

My strengths during the meeting were keeping everyone on track and mostly sticking
to the agenda with a few movements here and there. One movement | do remember
is swapping points 7 and 8 which were Decision and Final Clarification and Any
Other Business as it seemed to suit the flow of the meeting a lot better.

My weaknesses during the meeting were my organisation. | wasn’t fully prepared as
there were occasions during the meeting where | was searching my laptop for the
appropriate document. This quickly became an issue as on some occasions | ended
up spending more time find the document then actually discussing what was on the
document.

In conclusion, | think the meeting went as well as it could have. | didn’t use my full 30
minutes, but | think | would find talking for 30 minutes near impossible. In the way of
leadership styles, | think | used a democratic leadership style as | would only move
onto the next point if everyone understood what was said. | behaved very well during
the meeting and presented myself as professionally as possible throughout the
meeting. If | had to change one thing about my meeting it would be to be more
prepared with my documents on my laptop as there were a couple of occasions
during the meeting where | couldn’t find certain pieces of information.
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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

A very good attempt to use a range of communication methods is demonstrated when presenting
information to team members. The communication is targeted to the audience and purpose and shows a
high degree of effectiveness in delivering key messages. The use of tone and format is considered and

selected to support effective engagement from the audience.

Presentation of information clearly and coherently

Very clear structure to meeting with an introduction and summary at the end.

Points made were explain in detail, with clarification when needed.

Use of questioning and listening techniques

He listened well to questions and was able to answer confidently.

Providing opportunities for questions and clarifications
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He asked regularly if we understood the information and went back over anything that was not clear.

Any other aspects]|

Overall, very good presentation of information, confident delivery and clear points made.

Tutor questions to candidate

Timescales - You have outlined the timescales
for launching the city centre retail store in detail,
what considerations did you take when
determining these?

Risks — You have outlined a number of key
risks, are there any other areas of risk that you
may have considered?

Process — You have outlined briefly how the city
centre retail store is going to be set up,
launched and run, are there any other
considerations that you would consider taking?

Candidate responses

Didn’t really answer the questions and started to
discuss the risks involved with the option

Discussed the risk involved with the project along with

other factors like how much they would need to charge
based on being a popup store and the impact on their

profits. Well considered points.

Staffing are going to be an issue going forward and
they will need to address this as part of the process.

X
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Task 5 — Coaching and Developing a Team Member

Assessment number 8715-312
(eg 1234-033)

Assessment title Occupational specialism

Candidate name <first name> <surname>

(RN ERELLILCEICH [ ABC1234

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

Task(s) 5

Evidence title / description e Coaching plan

¢ SMART objectives and personal development plan
for Tony

e Observation Record Form

Date submitted by DD/MM/YY
candidate

8715-312 Team Leadership and Management Occupational Specialism — Summer 2025 Pass Grade SEM (v1-0) 46



Task

Task 5 — Coaching and developing a team member

The purpose of this task is for you to coach a member of the team, Charlie Smith. Charlie
has not worked in physical retail before. Charlie has a lot of experience in online retail but is
anxious about taking on the role of a Supervisor in the retail store. Charlie is concerned they
will not be able to adapt their methods to this new environment and will not be able to deliver
the vision for NXTLevel Clothing'’s first retail store. Charlie is also concerned about training
and managing new staff, due to inexperience. in physical retail. The aim of the coaching
session is to demonstrate how you will support Charlie during the project and the changes to
their role. Your tutor will take on the role of Charlie Smith as part of this task.

You must:

Produce a coaching plan to detail an appropriate coaching technique and model to
support Charlie.

Run an initial coaching session with Charlie 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 Charlie in order for them to feel
confident in their new role.
o Agree a personal development plan with Charlie, including the SMART
objectives and timescales agreed in the coaching session.

Produce the final personal development plan following the coaching session,
including SMART obijectives as agreed with Charlie.

Resources

Assignment Brief

Figure 1a: Proposed Staffing for Retail Store

Figure 1b: Organisation Chart for NXTLevel Clothing’s Retail Store
Figure 2a: Staff Data

Figure 2b: Staff Profiles

Figure 3: Options for Establishment of Retail Store

Figure 4: Store Logo and House Style

Conditions of assessment:

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

Coaching plan

Recording of initial coaching session

SMART objectives and personal development plan for Charlie
Observation Record Form
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Candidate evidence

Task 5 — Coaching and Developing a Team Member

Coaching Plan

Coach Name XXX Date 21/3/2025

Coachee Name Charlie Smith

Date of 21/3/2025 Time of 11:45 Location of Meeting
Coaching Coaching Coaching Room
Background

Charlie is an experienced online merchandiser but has not worked in a retail environment
prior to NXTLevel Clothing.

Charlie has not worked in physical retail before. Charlie has a lot of experience in online
retail but is anxious about taking on the role of a supervisor in the retail store. Charlie is
concerned they will not be able to adapt their methods to this unfamiliar environment and
will not be able to deliver the vision of NXTLevel Clothing’s first retail store. Charlie is also
concerned about training and managing new staff, due to inexperience.

Methods

I will use the GROW method to coach Charlie and build his confidence. The GROW
method is extremely useful as it not only covers everything required for coaching, but it
also takes its time in doing so. This means that it can go as fast or as slow as Charlie
needs it to go. GROW stands for Goals, Reality, Options, and Will /Way Forward. These
steps pair nicely with SMART Objectives and KPIs as they allow for the coachee to set
goals and have a way to measure them based on the results of the GROW Method and
coaching session.

SMART Objectives

1. To have Charlie confident enough to supervise a shift independently by opening (6
months’ time)

2. To have Charlie feel comfortable in the new physical retail environment within the
first month of opening

Summary of response to SMART

e Happy with first smart objective but 5 months after opening.
o Happy with second smart but 2 months after opening

8715-312 Team Leadership and Management Occupational Specialism — Summer 2025 Pass Grade SEM (v1-0) 48



KPIs

1. Constant check-in meetings and reminders
2. Conversations with customers and level of happiness and enjoyability potentially
on some sort of rating system that is filled out at the end of each day.

Summary of response to KPls

e Happy with both and sees both as very useful

Goals
o What are some things you want to achieve from this meeting?
¢ What would you consider some of your strengths and weaknesses?
¢ What goals in your opinion should be set to achieve your boost in confidence?
e Can you think of any SMART objectives that you will be able to achieve before the

opening of the physical retail store?

Summary of Goals Answers

e Prepare for opening.

o Weaknesses listed.

e Strengths are passion for retail.

¢ Making sure can support team and manage.

o Understand working in physical retail store
Reality

¢ What are some things in your day-to-day life that could hinder your confidence?
e What are some things in your day-to-day life that will boost your confidence?
e What specific concerns about the project do you currently have?

Summary of Reality Answers

e Work from home so on own
e Club Saturday morning swimming

Options

e Is there any specific path that you have heard of from your own research on this
topic that you would like to follow?

¢ Which option do you think is the best that we have discussed today?

e Will a change in your number of hours you work or role in the hierarchy need to be
affected to sustain the boost in confidence?

o Would extra training be of use to you? And if so what in specifically?

o Would external support websites be of use to you? And if so, which ones
specifically?

Summary of Options Answers

e Mainly negative towards loss of hours
e Extra training useful
o External support websites useful

Will/ Way Forward

o How will you change your day-to-day life to be able to boost your confidence?
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¢ What will you do about anything hindering your day-to-day confidence?

e How long do you think it will take to achieve any goals or objectives that we have
set in today’s session?

¢ Would you like to arrange another coaching session?
e How often would you like to arrange these coaching sessions?

Summary of Willl Way Forward Answers

e Twice per month
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Personal Development Plan

SMART Timescale Details Resources Risks And Mitigations
Objective
To have Charlie | -Openingin & | For Charlie to be confident | -Alison Monroe's | During shifts where
confident and Months' Time | and experienced enough to | Expertise and Charlie is mirroring
experienced supervise a shift Experience Alison, if there are
enough to -3 Months on | independently, they will any questions they
supervise a shift | Top of mirror a more experienced | -External could potentially be
independently Opening employee like Alison for Training Courses | covered during that
within the first & the first couple of months time. Similary, they
months of -11 Months then maove onto slowly -Check-In Style | could also be
opening. Total releasing control for them | Meetings/ coveredin the check-
to supervise the store on Progress ins and progress
their own. During this time, | Reviews reviews if they are
they may be sent on not urgent.
external training courses to
boost confidence and
levels of experience.
To have Charlie | -Openingin & | Charlie has opened up -External Charlie questioned
feel comfortable | Months’ Time | about their lack of Training Courses | lowering his pay if
in the new experience in a physical they have to do
physical retail -2 Months on | retail setting. So, to boost | -External training courses
environment Top of their expernience levels the | Support where they are not in
within the first 2 | Opening use of external training Websites work or off site which
manths of courses and external we reassured them
opening. -8 Months support websites are both | -Check-In Style | that they would still
Total seen as a useful tool to Meetings/ get their pay as the
Charlie. As well as those, a | Progress fraining is not asa
daily report chart to fill out Reviews result of their own
seemed useful by rating doing like a sick day
happiness, enjoyability, -Daily Rating or haoliday.
and confidence individually | Report Sheets

out of ten so that we can
see any trends or patterns
depending on what they do
in their workday. Check-In
Style Meetings or Progress
Reviews were also seen as
help to Charlie.
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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

He asked lots of relevant questions and actively listened to my responses. He also adapted his questions

based on my responses.

Engaging with team member

He made eye contact, addressed me appropriately and tailored the conversation to meet my needs.

Discussion and development of SMART objectives

He provided an opportunity for us to develop the SMART objectives inline with my needs and reactions to
the suggested objectives made.
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Any other aspects

Reflected on my points made and adjusted the conversation based on it.

Tutor questions to candidate Candidate responses

How will the coaching technique used in this He explained the objectives again rather than going
session make me feel more confidence in my through the technique he used. He misunderstood the
job role as a Team Leader? question.

How will these SMART objectives help me in the He explained the SMART objective set rather than

transition of the mobile catering business? explaining why a SMART objective is beneficial
How can | develop my skills and confidence He suggested the use of role play and the support of
when dealing with difficult staff and more other supervisors

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[ ERELTLEIN M ABC1234

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

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 expanding
into city centre retail.

Jack Simpson is a part time Retail Assistant that has recently joined the business. The team
are currently preparing the store for launch and being trained in how to run the store by the
team of supervisors that are originally from the online element of NXTLevel Clothing. During
a training session, Jack made a mistake which resulted in an expensive merchandising unit
being badly damaged. Sydney Turner challenged Jack about how this situation occurred,
however, he denied causing the damage. This resulted in a heated confrontation on the shop
floor in the presence of the full team. Upon reviewing CCTV, Jack was not paying attention to
his working area, as he was using his mobile phone, which led to the mistake being made.
Jack has become argumentative with you as the Retail Operations Manager and has
threatened to lodge a formal grievance with the HR department against you and Sydney.

As the Retail Operations Manager, you are required to respond constructively to Jack’s
behaviour and set a clear outline of objectives and goals to support improvement

You should consider the impact of Jack’s behaviour on other members of the team ensuring
collective team objectives are achieved in relation to supporting the expansion into city
centre retail and delivering excellent customer service.

You must:
¢ Write a summary about Jack’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 Jack following their negative behaviour whilst
working in the store

e Develop an action plan that shows the steps you will take to support Jack making
positive changes to their attitude to work. 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 Jack to meet both personal
and collective team objectives, and why these are important

Resources

Assignment Brief

Figure 1a: Proposed Staffing for Retail Store

Figure 1b: Organisation Chart for NXTLevel Clothing’s Retail Store
Figure 2a: Staff Data

Figure 2b: Staff Profiles

Figure 3: Options for Establishment of Retail Store

Figure 4: Store Logo and House Style
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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

¢ Written summary of response to negative behaviour

¢ 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 Jack
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Candidate evidence

Task 6 — Managing A Challenging Conversation
Written Summary

The written summary should be used to demonstrate what happened in the incident. It
should show who was involved, what happened, and what was said. In this instant, a Retail
Assistant, Jack, was seen accidentally badly damaging an expensive merchandising unit.
This was witnessed by a Supervisor, Sydney, who likes to use an Authoritarian leadership
style. She has proceeded to scold Jack about the incident in front of the other employees
attending the training session. Jack has then responded causing the start of an intense
argument between the two.

Neither parties in this altercation are entirely at fault for this altercation but then again neither
are entirely innocent. In the working environment it is easy to get under each other’s skins as
these people constantly surround you, but an altercation of such velocity is not appropriate
as it was caught on the CCTV unit in the place of the altercation. The behaviour
demonstrated by both parties does not aid towards a productive work environment as if there
is constant bickering and jabs towards each other, nothing will progress.

In response to the initial part of the argument with Jack badly damaging an expensive
merchandising unit, it is an easy mistake to make in a regular situation. Obviously, | am
unsure yet of how badly damaged it is, but the level of damage is no excuse to be on your
phone during an extremely important training session. | understand that Jack has become
argumentative with both Sydney and | but that is going to happen after such an explosive
argument between the two of them. This may be the case for Sydney and | but the rest of the
team sure not have to endure such a divided workforce making it unfair on their day-to-day
work life because of the argument.

Action Plan

To prevent any further action from Jack and his threats with HR, an action plan shall be used
to progress not only his resistance but form a bind between him and the rest of the team. It
will be used to understand everyone’s personalities and struggles so that an argument of
such calibre is prevented in future.

On a regular occasion, | would use a Democratic leadership style but that is not applicable to
this situation so instead, | will use the leadership model of coaching to allow Jack to discover
the answers to his own queries and resistance. This is so that he does not feel that the
answers are forced upon him and his resistance does not grow as in a scenario where he is
told what is right and wrong will only grow the wall he has already put up emotionally to any
idea of change. This will achieve a positive outcome by making sure he is aware of his
mistakes by his own reflection on the incident. In addition to this, the use of a table
highlighting the Situation, Behaviour, and Impact of Jack’s attitude would potentially help
reinforce my case of getting his to switch up his attitude.
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Situation

Badly Damaging an Expensive Merchandising Unit and Being a
Party in A Heated Argument

Behaviour

MNegative Towards Any Sort of Help to Do with The Situation

Impact

A Negative Team and A Lack of Productivity

A simple table like that can have a significant impact as it is only short and highlights
everything that has happened from the start to the beginning. Its lack of detail is the only
aspect that may be an issue. This is because Jack may struggle to entirely understand what
should be done to resolve the situation. At that point, we move onto the main action plan as
seen below. This highlights every individual step that can be taken to resolve the issue like
SMART Objectives, Resources Needed, and a Mitigation Strategy if all else fails.

Area To SMART Timescale | Description Resources Mitigation
Improve Objectives
Negative To have attended | 6 Months Jack is not the only | -External To mitigate any
Attitude a minimum of Until Shop | employee who has | Training problems within the
Towards four feam Opens shown a negative Sessions team, the 1-on-1
Colleagues | building training aftitude towards his sessions will be
days before the colleagues so | -Individual extremely open and
opening of the hope he doesn't 1-on-1 anonymaous so you can
shaop. think this is Sessions say what you want if
exclusively targeted | with Retail | there is something
at him but the Operations specific that you are
negative attitude is | Manager not enjoying about
a major issue as another person.
you are going to see | -Extermnal
your colleagues Support
almost every day so | Websites
to combat all the
negative behaviour, | -Team
training sessions will | Building
be set up to allow Exercises
for team bonding
experences.
Use Of To have his 6 Months | Jack using his -Coaching | To mitigate any issues
Phone phone in his Until Shop | phone dunngwork | Sessions with the use of Jack's
During locker the whole | Opens hours has resulted phone, we can review
Working workday in some major costs | -Support his screentime
Hours (excluding lunch | 1 Month on | of the business both | From Fellow | throughout the week
and breaks) Top of That | financially and Employees, | sothat we know when
within the first emotionally for the Supemnvisors, | he goes on it the most
month of 7 Months employees. We and as least. Another way
opening. Total understand that Managers to mitigate any issues
immediately getting with a lack of phone is
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rid of his phone
duning his working
day is a major step
so instead of
banning it from the
beginning, we will
slowly decrease his
allowed screen time
during working
hours every day.

-External
Training
Sessions

-External
Support
Websites

to give him a company
phone where we can
see what he is doing
whenever he is on it so
that we can prevent
any further use of his
phone during working
hours and prevent any
mare expensive pieces
of kit from being
broken.
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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, © 2025. ‘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 City & Guilds Limited (Reg No 16513878). City & Guilds, Giltspur House, 5-6 Giltspur
Street, London, EC1A 9DE.
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