
 

 

 

  

  

T Level Technical Qualification in 
Management and Administration  

8715-313 Business Support Occupational 
Specialism 
Grade Standard Exemplification Material 
Pass - Summer 2025 

 

Version 1-0 

 



 

1 

8715-313 Business Support Occupational Specialism – Summer 2025 Pass Grade SEM (v1-0) 

Version and date  Change detail  Section  
v1-0 
31st October 2025 

Original version published  

V1-1 
27th November 2025 Amendments in relation to City & Guilds Limited Back cover 

 



 

2 

8715-313 Business Support Occupational Specialism – Summer 2025 Pass Grade SEM (v1-0) 

Contents 

Introduction ............................................................................................................... 3 

Grade descriptors ..................................................................................................... 5 

Task 1 – Project Planning ........................................................................................ 6 

Task 2 – Stakeholder Review and Engagement ................................................... 32 

Task 3 – Policy Development ................................................................................ 55 

Task 4 – Prepare Documentation .......................................................................... 79 

Task 5 - Coaching ................................................................................................... 89 

Task 6 – Spreadsheet Development ..................................................................... 96 

 

  



 

3 

8715-313 Business Support Occupational Specialism – Summer 2025 Pass Grade SEM (v1-0) 

Introduction 
Summer 2025 Results 

This document is aimed at providers and learners to help understand the standard that was 
required in the summer 2025 assessment series to achieve a pass grade for the 8715-313 
Business Support Occupational Specialism (OS). 

The Grade Standard Exemplification Material (Grade SEM) provided for the distinction grade 
displays the holistic standard required across the tasks to achieve the distinction 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.  

 

 

 

 

 

 

 

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.  

 

  

Distinction 

Merit 

Pass 

Unclassified 
Weakest performance 

Grade 
Strongest performance 

 This evidence (holistically) 
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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 – Project Planning 
Task 2 – Stakeholder Review and Engagement 
Task 3 – Policy Development 
Task 4 – Prepare Documentation 
Task 5 – Coaching  
Task 6 – Spreadsheet Development 
 

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. 

 
• 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).  

  

https://www.cityandguilds.com/-/media/productdocuments/business_skills/business_admin_and_public_services/8715/assessment-materials/8715-33-business-support/2024-summer/8715-313-business-support-os-summer-2024-materials-v1-0-zip.ashx
https://www.gov.uk/government/publications/ofqual-guide-for-schools-and-colleges-2025#grading-arrangements-for-vtqsand-technical-qualifications-within-t-levels-in-the-academic-year-2023-to-2024
https://www.gov.uk/government/publications/ofqual-guide-for-schools-and-colleges-2025#grading-arrangements-for-vtqsand-technical-qualifications-within-t-levels-in-the-academic-year-2023-to-2024
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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 requirements of the brief, 
demonstrates adequate technical skills and techniques for providing business support, such 
as time management, document creation, drafting documentation and maintaining accurate 
and acceptable quality records. 
 
Demonstrate an acceptable ability to identify and interpret information from appropriate 
sources and makes use of appropriate information to make decisions to support business 
support activities.  
 
Demonstrate an acceptable use of techniques and tools required to support business support 
tasks. An attempt is made to demonstrate breadth and depth of knowledge and 
understanding of business support principles and processes. 
 
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.  
Demonstrates 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 – Project Planning 
 

Assessment number  
(eg 1234-033) 

8715-313 

Assessment title Occupational Specialism  

 
Candidate name <first name> <surname> 

City & Guilds candidate No. ABC1234 

 
Provider name <provider name> 
City & Guilds provider No. 999999a 

 

Task(s) 1 

Evidence title / description • PESTLE analysis   
• Project plan  
• Visual timeline of project plan  
• Outline waste reduction proposal document  

Date submitted by 
candidate DD/MM/YY 
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Task 

Task 1 – Project Planning     
  
The purpose of this task is for you to research the opportunity and develop a project plan to 
support the successful introduction of online sales at Chocolate Creations. Introduction of 
online sales at Chocolate Creations  
 
You may use the Internet for Task 1.   

  

a) Conduct a SWOT analysis to identify any areas for consideration and potential risks 
with introducing online sales at Chocolate Creations. You should consider the 
commercial requirements when developing and introducing an online offer. 

b) Create a project plan that includes: 
• Timelines for the project including targets, expected outcomes and resources 

needed  
- The tasks to be undertaken and who is responsible to ensure the successful  
- Introduction of an online retail service 
- Evidence of the prioritisation of tasks and time management theories that could be 

used to ensure activities are completed on time  
 

c) Using appropriate software, create a visual timeline of your project plan.  
 

d) Create an Outline Proposal Document for the Sales and Marketing Director 
recommending your attractive online offer and service to customers. You should 
report on the potential impact that providing an environmentally friendly online offer 
and service may have on stakeholder buy-in, and how this could be achieved using 
change management theories.  
  

Resources:  
• Assignment Brief   
• Internet  
• Figure 1: House Style  
• Figure 2: Menu of Products and Prices 

  
Conditions of assessment:  

• The maximum time allocated for this task is 8 hours  
• You must carry out the task on your own, under controlled conditions   

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

• SWOT analysis 
• Project plan 
• Visual timeline of project plan 
• Outline Proposal Document 

 

Candidate evidence 
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SWOT Analysis  

Online sales introduction is not only a choice but a necessity for businesses that wish to 

thrive in today's market. Chocolate Creations, a renowned producer of high-quality 

chocolates, stands at a juncture were going online can fortify its growth or expose it to new 

challenges. This SWOT analysis will analyse the specific strengths, weaknesses, 

opportunities, and threats in the context of introducing online sales, focusing on commercial 

requirements, market forces, and risks. 

Strengths 

Chocolate Creations is perfectly positioned to take advantage of the growing trend of online 

shopping. The brand is known for its quality and handcrafted chocolates, which can be a 

huge selling point in the digital world. As more consumers look for authentic and luxurious 

experiences, Chocolate Creations offers exactly that. By going online, the company can 

reach a wider audience, including customers who don't have access to physical stores. With 

stunning visuals, detailed product descriptions, and engaging stories about the company’s 

history and philosophy, they can recreate the in-store experience on their e-commerce site. 

The rise of online shopping is a great opportunity for Chocolate Creations to use its 

reputation as a premium brand while building on its strong legacy. As a leading name in the 

handmade chocolate market, Chocolate Creations uniquely fits the increasing consumer 

demand for genuine, high-quality treats. Transitioning to an e-business model will not only 

expand their reach but also enhance their presence among potential customers who can’t 

visit stores in person. A well-crafted website that uses fascinating imagery, compelling 

storytelling, and clear product descriptions can smoothly translate the in-store shopping 

experience into the online world. 

One of the company’s greatest strengths is its ability to tell compelling brand stories. With a 

rich heritage dating back to 1965, Chocolate Creations has plenty of tales to tell through 

digital channels—be it through blogs, videos, or stories that display the chocolate-making 

process. Many successful brands like Hotel Chocolate and Godiva have effectively used 

high-quality digital content to engage customers. By focusing on interviews with chocolatiers, 

sustainability efforts, and the craftsmanship behind each chocolate, Chocolate Creations can 

encourage a deeper emotional  

connection with its audience. This strategy is likely to strengthen brand loyalty and 

distinguish the company from its competitors. 

What's more, the variety within Chocolate Creations' product line-up—including handcrafted 

truffles, vegan options, and personalized gift boxes—gives them a important edge in the 
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online retail space. This wide range of choices allows the company to customize its online 

catalogue to cater to different consumer needs and preferences. Further diversifying the 

product line-up with seasonal offerings or limited-edition flavours can generate buzz and a 

sense of urgency among online shoppers. This adaptability can be important in attracting a 

diverse clientele, from health-conscious buyers to those looking for unique gifts. Offering 

personalization options, like custom chocolate selections, unique packaging styles, and 

personalized messages, makes the shopping experience interactive and special. Plus, 

launching limited-edition items and seasonal collections can create a sense of exclusivity, 

encouraging impulse buys. On top of that, introducing a corporate gifting program can tap 

into a new revenue stream by catering to businesses in search of quality gift options. 

Shifting to e-commerce will also enable Chocolate Creations to implement a data-driven 

marketing strategy. By systematically collecting and analysing customer data, the company 

can gain valuable insights into buying habits, tastes, and demographics. This knowledge 

allows for personalized product recommendations, targeted promotional campaigns, and 

loyalty programs that resonate with customers. Advanced recommendation systems can 

really enhance customer experiences, while a subscription model—a “Chocolate of the 

Month” club, for instance—could provide steady revenue and boost customer retention. 

Meanwhile, a points-based loyalty program can reward returning customers with incentives 

for future purchases. 

On top of that, e-commerce allows Chocolate Creations to continuously track customer 

behaviour through data analysis. By observing purchase patterns, preferences, and 

demographics, the company can fine-tune its marketing strategies and product offerings. An 

evidence-driven approach leads to greater customer satisfaction and loyalty, as personalized 

promotions and recommendations greatly enhance the overall shopping experience. 

Lastly, the logistics of online sales can be quite beneficial. Chocolate Creations can use its 

existing supply chain to keep a closer eye on inventory and optimize shipping operations. By 

simplifying logistics management, the company can boost customer satisfaction with efficient 

deliveries and accurate stock levels, finally creating a better experience for consumers. 

Weaknesses 

While Chocolate Creations has its strengths, there are definitely some obstacles to jump 

when it comes to setting up online sales. A major challenge here is the lack of experience in 

handling online business at the company level. Transitioning to e-commerce involves a range 

of tasks—from designing a user-friendly website to managing payments and customer 

service. If the team at Chocolate Creations isn’t familiar with these areas, they could run into 

problems that might hold back the successful launch of an online store. It’s going to be 
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essential to either bring in new talent or provide training for current staff on e-commerce 

practices to navigate these challenges. 

Then, there’s also the potential for logistical headaches. Just because the company has been 

successful with its physical stores doesn’t mean that the same supply chain will work 

smoothly for online orders. Managing inventory, fulfilling orders, and shipping can lead to 

issues, especially since Chocolate Creations doesn’t currently have established processes 

for these online operations. Plus, the risk of late deliveries or missing orders could harm the 

brand’s reputation, as customers generally have higher expectations when shopping online. 

Money is another big factor that can’t be overlooked when it comes to creating a solid e-

commerce platform. Building an effective website, setting up secure payment options, 

investing in online marketing, and arranging reliable delivery services can all add up quickly. 

This kind of investment could strain the existing budget at Chocolate Creations, particularly if 

returns don’t come in as expected. The uncertainty around costs versus potential income can 

make everyone a bit nervous. Compared to more experienced players in the e-commerce 

space, Chocolate Creations has a steeper learning curve ahead, meaning they’ll need to 

allocate major resources to website development, online customer support, and marketing 

efforts. Getting these strategies right is important since poor execution could lead to technical 

issues, unhappy customers, and operational challenges. To reduce some of these risks, 

seeking help from seasoned e-business consultants or agencies with expertise in this field 

could be a smart move. For instance, Luderick, a Swiss chocolate company, managed to 

outsource its e-commerce tasks, which helped ease the transition and provided valuable 

experience for its in-house team in digital practices. 

One of the most major obstacles is the initial investment required for creating an e-commerce 

site. The costs for enhancing security and usability, integrating online payment options, 

investing in digital marketing, and building logistics infrastructure can be hefty. To lower 

these upfront financial risks, Chocolate Creations might consider a phased approach, using 

third-party platforms like Amazon or Etsy before fully launching their own website. They could 

also use services like Shopify, which offer a cost-effective way to dip their toes into online 

sales without the heavy commitment of a custom-built site. 

Delivering top-notch customer service online can be really tricky. In physical stores, shoppers 

enjoy personal touches like assistance, gift wrapping, and personalized recommendations. 

Bringing that kind of service into the online world means setting up responsive customer 

support systems—think live chat features, AI-powered chatbots, and smooth handling of 

returns and complaints. Iconic brands like Fortnum & Mason have successfully integrated 
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online shopping assistants, which is something Chocolate Creations might want to explore to 

keep its reputation for excellent service. 

Finally, the challenge remains to replicate that same high level of customer service online. 

While retail outlets can provide personalized experiences like custom gift wrapping and in-

store consultations, it's much harder to emulate that online. Timely responses to customer 

questions, managing returns well, and providing a smooth online shopping experience 

requires careful planning and execution. Falling short in these areas can hurt the brand and 

lead to a loss of customer loyalty. 

Opportunities 

Introducing online sales for Chocolate Creations opens up opportunities that could really 

boost its market presence. One of the clearest benefits is the chance to reach a more diverse 

group of customers. With an online store, there are no geographical limits, allowing 

Chocolate Creations to connect with consumers far beyond its traditional audience. This 

wider reach is especially valuable for attracting international buyers, which could help the 

company grow its revenue and diversify its income streams. Plus, tapping into specialty 

markets, like business gifts or occasion-specific treats, could create even more ways to 

generate sales. 

What's more, selling online provides a great opportunity to enhance marketing efforts through 

customer engagement and targeted messaging. By using tools like social media, SEO, and 

email marketing, Chocolate Creations can customize its promotions based on what 

customers like and what they respond to. This kind of personalization helps strengthen brand 

loyalty and can drive sales. Incorporating these personalized messages into campaigns, 

product launches, or sharing customer testimonials can build a community around the brand 

and promote deeper emotional connections with customers. 

On top of that, an online platform allows for innovative product launches and exclusive offers. 

For instance, Chocolate Creations could introduce limited-edition chocolates only available 

online, creating a sense of urgency and encouraging quick purchases. These special 

releases could take the form of flash sales, subscriptions, or loyalty programs, which would 

increase customer engagement and boost sales even more. 

Also, growing the online presence opens up opportunities for collaborations with other food 

brands or influencers. These partnerships can enhance branding, reach new consumer 

segments, and add to the overall marketing approach. For example, teaming up with gourmet 

food makers or local artisans could create exciting new products that appeal to a broader 

audience while displaying the brand's commitment to quality and local sourcing 
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Threats 

Chocolate Creations has some exciting opportunities ahead, but it also faces a lot of 

challenges when it comes to selling online. The competition in the online candy and 

chocolate market is tough, with lots of well-established brands that have deep pockets for 

advertising and polished online strategies. To stand out, Chocolate Creations will need to 

make a real effort to build its presence and attract attention in this crowded space. If they 

can't come up with a strong unique value proposition, they might find themselves outpaced 

by competitors who have better online tactics. 

On top of that, consumer preferences can change on a dime. While online shopping is 

currently popular, it's important for the business to keep an eye on shifting habits and market 

trends. Economic slumps, like recessions or changes in people's disposable income, can 

lead customers to skip buying luxury treats like gourmet chocolates in favor of everyday 

essentials. This can pose a real threat to expected online sales, potentially impacting both 

profitability and overall success. 

Then there's the issue of cybersecurity. As an online business, Chocolate Creations will need 

to guard against data breaches and cyber-attacks that could shake consumer confidence and 

result in major financial losses. Protecting sensitive customer information, such as payment 

details and personal info, will require serious investment in strong cybersecurity measures. 

Failing to manage these risks properly could hurt their reputation, lead to legal issues, and 

result in financial damage from possible breaches. 

Lastly, the logistical challenges of selling online can't be overlooked. The process of 

managing orders, shipping, and deliveries can get complicated fast. Any delays, damaged 

items, or stock shortages can leave customers frustrated. In an age where people expect fast 

and accurate delivery, any slip-ups can lead to negative reviews, dissatisfaction, and harm to 

the brand. So, putting in place reliable  

logistics and delivery systems to ensure timely service is absolutely critical and will require 

careful oversight. 

Conclusion 

Launching online sales at Chocolate Creations presents both bright opportunities and major 

obstacles. With the company’s strengths and by broadening its product range, it can reach a 

wider audience and boost its revenue. However, it's really important to take a close look at 

challenges like the lack of experience in e-commerce and the complexities of logistics to 

mitigate risks and take advantage of opportunities. 
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A solid plan should be in place to prepare for potential threats, especially the competitive 

environment and shifting consumer trends. Being adaptable to meet customer needs and 

providing excellent service will be essential for success. By carefully and thoughtfully setting 

up its online selling platform, Chocolate Creations can navigate the detailed world of e-

commerce and could even find a bright future in the digital marketplace. 

In the end, while diving into online selling can come with its challenges, the potential benefits 

like reaching more customers, engaging with them better, and growing the brand are 

definitely worth considering for Chocolate Creations in today’s fast-paced retail environment. 

By focusing on smart planning, investing in what it needs, and committing to offering top-

notch customer experiences, Chocolate Creations can flourish in e-commerce and further 

solidify its standing as a leader in the luxury chocolate market 

Project Overview 

Objective: To successfully establish an online retail service for Chocolate Creations, 

effectively expanding market reach and enhancing customer engagement. 
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Project Overview 
Objective: To successfully establish an online retail service for Chocolate Creations, 
effectively expanding market reach and enhancing customer engagement. 

 

Phase Timelines Milestones/targets Resources needed 
Phase 1: Research 
and Planning 

Month - 1 1. Market 
Analysis Report 
2. Feasibility Study 

Market Research 
Team and Financial 
Analyst 

Phase 2: Website 
Development 

Month 2-3 
1. Website 
Design 
Completed 
2. E-commerce 
Platform 
Selected 

Developer/ Designers 

Phase 3: Product and 
catalogue set up 

Month - 4 
1. Online Product 
Catalogue 
Developed 
2. Pricing 
Strategy 
Finalized 

Product 
Management Team 
and Pricing Analyst 

Phase 4: Logistics 
and Fulfilment set up 

Month 4 - 5 
1. Shipping 
Partnership
s 
Established 
2. Inventory 
Management 
System 

in Place 

Logistics Team and IT 
Support 

Phase 5: Market 
Strategy 
Development 

Month - 5 
1. Digital 
Marketing Plan 
Completed 
2. Social Media 
Strategy 
Finalised 

Marketing 
Team 
alongside 
Digital 
Marketing Tool 

Phase 6: Launch Month - 6 
1. Soft Launch 
2. Full Launch I T Support and 

Marketing Team 

Phase 7: Post-
Launch Evaluation 

Month - 7 
1. Performanc
e Metrics 
Analysis 
2. Customer 

Feedback 

Collection 

Analytics Team and 
Customer Service 
Team 
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A Comprehensive Analysis of Every Stage Phase 
1: Planning and Research (Month 1) 

Planning and research are key to the online retail initiative's success. This stage entails: 

Analysis of the Market: 

Evaluating rivals who have effectively applied e-commerce tactics. 

determining the target markets and consumer trends for chocolate-related internet 
purchases. One might make use of resources such as marketing research databases and 
Google Trends. 

Study of Feasibility: 

assessing the initial costs, ongoing expenses, and anticipated revenue as well as the 
financial effects of starting an online business. 

talking about the possible benefits and drawbacks of starting an online 

business. Anticipated Results: 

completion of a thorough market analysis including conclusions and possible approaches to 
market entry. 

Resources Required: 

Working together with financial analysts and market research experts to offer insights 

 

Phase 2: Development of the Website (Months 2-3) 

After planning is finished, creating a website that is both useful and aesthetically pleasing 
comes next. 

Choosing an Online Storefront: 

Examine different platforms (such Shopify and WooCommerce) according to their features, 
cost, usability, and scalability. 

Designing a website: 

Provide visually appealing layouts and easy-to-use website navigation that capture the 
essence of Chocolate Creations' brand. 

Make sure the website works flawlessly on desktop and mobile platforms and is fully 

responsive. Integration of Secure Payments: 

Install safe payment methods that adhere to relevant security guidelines (such as PCI DSS). 

Anticipated Results: 

A completely functional website with e-commerce features including shopping carts, user 
accounts, product catalogues, and secure checkout. 

Resources Required: 
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An IT support team, graphic designers, and site developers for troubleshooting. 

 

Phase 3: Catalogue and Product Setup (Month 4) 

This stage focuses on adding products that are appropriate for online sales to the website 
once it has been established. 

Making a Product Catalogue Online: 

To improve the customer's purchasing experience, create thorough product descriptions and 
excellent photos with an emphasis on storytelling. 

Pricing Plan: 

Create price strategies that are competitive while taking perceived value, rival pricing, and 
production costs into account. 

Anticipated Results: 

a thorough online catalogue that communicates the brand's distinct value proposition in 
addition to listing products. 

Resources Required: 

input from pricing analysts and product managers to make sure the catalogue satisfies 
consumer demands. 

 

Phase 4 (Months 4-5): Logistics & Fulfilment Setup 

Establishing dependable logistics and fulfilment strategies is crucial when the product 
catalogue is being constructed. 

Forming Alliances in Shipping: 

Investigate and bargain with logistics companies to guarantee prompt and effective fulfilment 
of customer orders. 

Management of Inventory: 

Put in place an inventory management system that monitors sales and stock 
levels. Anticipated Results: 

streamlined fulfilment and logistics procedures that guarantee on-time delivery and uphold 
client satisfaction. 

Resources Required: 

IT specialists, inventory management software, and logistics teams. 
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Phase 5: Development of a Marketing Strategy (Month 5) 

 

Once the logistics and website are in place, the emphasis turns to creating a marketing 

plan. Digital Promotion: Develop an online marketing plan that incorporates search 

engine optimization (SEO), email marketing, and social media activities. 

Promotion and Branding: Create marketing collateral that highlights speciality items and 

seasonal offerings. Anticipated Results: a thorough marketing strategy that aims to 

engage customers via a variety of online platforms. Resources Required: 

Digital marketing tools and a marketing team to carry out the campaign. 

 

 



 

18 

8715-313 Business Support Occupational Specialism – Summer 2025 Pass Grade SEM (v1-0) 

Launch Phase 6 (Month 6) 

 

There will be two stages to the online retail service launch: 

Soft Launch: 

To get feedback, first show the website to a small group of people (such as devoted clients). 
Complete  

Launch: 

Plan a major launch that include marketing pushes across many platforms after resolving any 
comments from the soft launch. 

Anticipated Results: 

Launch process completion, including marketing outreach, safe operations, and efficient 
logistics.  

Resources Required: 

Complete collaboration between the marketing team and IT support to guarantee a 
successful launch. 

Phase 7: Evaluation Following Launch (Month 7) 

Evaluation after launch is essential for ongoing development. 

Metrics of Performance: 

To evaluate the effectiveness of the online service, examine 

sales information, website traffic, and customer reviews. 

Gathering Input: 

Put in place feedback systems (such as surveys and follow-up emails) to get consumer input 
for upcoming enhancements. 

Anticipated Results: 

a study describing the online shopping initiative's achievements and suggesting possible 
areas for development. 

Resources Required: 

A customer service staff to answer questions and an analytics team to analyse data. 

2. Assignments and Duties 
For the online retail service to be introduced successfully, team members must have clear 
duties. 
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Task Responsible Person/Team Description 

Conduct Market Research Research Team Analyse market trends and 

consumer behaviour. 

Develop a Project Feasibility 
Report 

Project Manager Assess the viability and 

financial implications of the 
online service. 

Select E-commerce Platform IT Manager Identify and select the best 
platform for hosting the online 

store. 

Design Website Interface Web Development Team Create a user-friendly and 

visually appealing website. 

Create Product Catalogue Product Management Team Develop product descriptions 
and categorize items 

effectively. 

Establish Secure Payment 
Systems 

IT Manager Ensure the payment 
gateway is secure and 
compliant with 

standards. 

Set up Shipping and 
Fulfilment Partnerships 

Logistics Manager Negotiate with shipping 

providers and establish 
fulfilment processes 

Develop Marketing Strategy Marketing Team Create and implement a 
digital 

marketing plan. 

Train Staff on Online 
Customer Service 

HR & Training Manager Prepare staff to provide 

customer support for online 
sales. 

Execute Soft Launch Project Manager Oversee the initial launch to 

gather user feedback. 

Collect and Analyse 
Customer Feedback 

Customer Service Team Analyse feedback received 
during and after the launch 
for 

improvements. 
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3. Theories of Task Prioritization and Time Management 

 

Effective time management and work prioritization are essential to the project's successful 
completion. 

Eisenhower Matrix Task Prioritization Strategies: 

Important and Urgent: Priority tasks that have a direct bearing on the outcome of the project, 
like platform selection and market research. 

Important but Not Urgent: After the first stages are finished, tasks like developing a marketing 
strategy can be scheduled. 

Routine administrative duties that can be assigned are urgent but not crucial. 
Activities that can wait till later are classified as neither urgent nor important. 

CPM, or the Critical Path Method: 

Determine which jobs comprise the critical path by mapping out the dependencies between 
them. For instance, since the latter depends on the former, website construction must be 
finished before things are put up for sale. 

SMART Objectives: 

Make certain that every assignment is Time-bound, Relevant, Specific, Measurable, and 
Achievable. One specific and quantifiable goal is "Complete inventory management setup 
by the end of Month 5." 

Gantt Diagram: 

Visually draw out the start and finish dates of each task's timeline using a Gantt chart. This 
makes it possible to monitor development and guarantee that due dates are fulfilled. 

Weekly Reviews and Daily Stand-ups: 

Hold stand-up meetings every day to evaluate progress and promptly resolve issues. Teams 
can coordinate on project objectives through weekly progress reviews and Methods of Time 
Management: Pomodoro Technique 

Members of the team work in concentrated 25-minute blocks, interspersed with brief breaks. 
This technique improves productivity and focus. 

Blocking Time: 

Set aside specified time slots for various jobs or kinds of labour. By scheduling concentrated 
work periods, the group may reduce interruptions and increase output. 

Lists of tasks and setting priorities: 

Team members can maintain organization and concentrate on high-priority tasks by using 
daily task lists. Every team member has the ability to keep an up-to-date list of their tasks. 
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Frequent Check-Ins: 

Establish frequent check-ins to discuss the problems and status of the project. This strategy 
strengthens responsibility and keeps the momentum going. 

Management of Resources 

A thorough evaluation of the project's technological, financial, and human resources is 
required to support it successfully. 

Analysis of Human Resources Skill Gaps: 

Determine whether current employees are qualified for the project, particularly in e-
commerce- related fields like web development, digital marketing, and customer support. 

Needs for Hiring or Training: 

Determine which jobs might need to be filled or whether current staff members would need 
more training. For instance, if internal expertise is insufficient, it can be necessary to hire e-
commerce specialists. 

Interdepartmental Cooperation: 

Encourage cooperation between the marketing, IT, and product management teams to 
improve knowledge exchange and guarantee alignment with corporate goals. 

Budgetary Planning: 

Create a thorough budget that accounts for all expenses related to creating the online retail 
business, such as website creation, advertising, employee training, and logistics. 

Sources of Funding: 

Determine possible money sources to support the necessary early investments, whether they 
be external investors or internal reallocations. 

Benefit-Cost Analysis: 

To demonstrate the expected return on investment and support the expenditures, do a 
detailed comparison of the costs and possible profits from the internet sales. 

Resources in Technology 

Choosing an E-Commerce Platform: 

Examine possible e-commerce platforms carefully, taking into account long-term 
maintenance and scalability in addition to present requirements. 
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Digital Resources and Assistance: 

To improve customer interaction and monitor success, spend money on CRM systems, 
analytics software, and digital marketing solutions. 

Measures for Cybersecurity: 

Put strong cybersecurity measures in place to safeguard client information and guarantee 
adherence to data protection laws. 

 

Market Hazards: 

The demand for a product may be impacted by quick shifts in consumer preferences. 
Early shift detection is aided by market research. 

Operational Hazards: Problems with fulfilment and logistics may result in unhappy 
customers and decreased sales. This risk can be reduced by establishing structured 
partnerships with trustworthy logistical providers. 

 

Technological Hazards: 

Online operations are at serious danger from cybersecurity threats. Data privacy is ensured 
by personnel training, frequent audits, and the implementation of robust security measures. 

Risks to finances: 

Financial hardship can result from misestimating operating costs or overestimating demand. It 
is essential to regularly compare financial performance to performance expectations. 

Strategies for Mitigation 
Planning for contingencies: 

Create backup strategies for high-impact issues like supply chain interruptions. Several 
suppliers could be involved for essential products. 

Project management that is agile: 

Throughout the project lifecycle, use agile approaches to be adaptable and responsive to 
changes, enabling modifications in response to market shifts or user input. 
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Loops of Feedback: 

Create systems for ongoing consumer feedback after the launch to promptly modify the 
product line and resolve any issues. 

Project Success Metrics and Anticipated Results 

Evaluating the project's success requires defining success metrics and anticipated results. 

Anticipated Results for Client Involvement: improved online experience that results in higher 

consumer engagement, as seen by KPIs like bounce rates, pages per session, and session 

duration. 

Growth in Sales: 

Within the first year, aiming for a specific percentage growth in revenues attributable to 
internet channels. For example, estimating that e-commerce will boost overall revenue by 
20%. 

Growth of the Market: 

successful entry into new markets that physical retail stores were unable to reach 
before. Client Contentment: 

high retention rates and customer satisfaction ratings as determined by surveys and loyalty 
initiatives. 

Key Performance Indicators (KPIs) for Success Metrics: 

Establish KPIs for average order value, conversion rates, sales volume, and customer 
acquisition expenses. 

Consumer Input: 

Surveys of customer satisfaction should be used to evaluate experiences and identify areas 
for development. 

Analysis of Profitability: 

periodic evaluations of internet product profit margins. 
Performance of Digital Marketing: 

Keep an eye on digital campaign engagement metrics, such as click-through rates and return 
on marketing investment (ROMI). 
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Conclusion 

The launch of Chocolate Creations' online retail service is a thrilling chance to increase the 
brand's visibility in the marketplace and interact with a wider range of consumers. 
Nevertheless, this undertaking requires careful preparation, a methodical execution strategy, 
and continuous performance and risk evaluation. Chocolate Creations can successfully 
address e-commerce-related obstacles and take advantage of opportunities by putting the 
project strategy mentioned above into action. The company is well-positioned to increase 
sales and solidify its standing as a high-end chocolate brand in the online market by 
concentrating on excellent leadership, efficient resource use, and sensible marketing and 
logistical plans. The company is well-positioned to strengthen its standing as a high-end 
chocolate brand in the online market in addition to increasing sales. 

 

Ultimately, Chocolate Creations will be able to successfully negotiate the challenges of 
online retail by embracing technology, embracing a customer-centric strategy, and cultivating 
an agile culture. If properly implemented, this program might help Chocolate Creations enter 
a new phase of expansion and innovation that prioritizes client happiness and brand loyalty.
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Introduction 

Chocolate Creations is a UK chocolatier established in 1965 by the Brown family. For the 

past three decades it has enjoyed great business results and it excels at producing top-

quality products along with providing outstanding service. This growth has followed the 

personal sacrifices of our CEO Ted Brown, retaining a commitment to artisanal methods; all 

of our products are still made by hand and decorated by hand. Our commitment to quality 

has gained us a loyal customer base, as well as a solid market reputation. But several 

challenges have arisen over the last few years that hold back further development. Changes 

in consumer purchasing habits due to the COVID-19 pandemic and international conflicts 

disrupting supply lines around the globe, have created plenty of headwinds.  

These changes have contributed to a transformation in consumer expectations, drifting 

toward greater convenience and availability when it comes to shopping. Due to these 

problems, Chocolate Creations requires, not only sustainability, but true transformation to 

reflect new marketing and a more digitally plausible landscape. You are on old, outdated 

data, and we must rapidly pivot to reflect shopping patterns and trends to meet the mutant 

consumer. As you know, we are living in a time of drastic changes, so I suggest building a 

strong online sales solution to grow our business and ensure a stable and promising future. 

This action plan is vital to help dovetailing the international business practices standards of 

addressing an effective global Internet presence to heighten our exposure and improved 

customer outreach. In doing so, we also do this in order not to risk negative trends but also to 

secure and, of course, grow our business. As long as the slope of online selling looks more 

like an upward curve than a downward one, Chocolate Creations can leverage new 

opportunities: responses from returning customers will lead to repeat orders, and will help 

build community with our clientele! 

Last few years of stagnated growth in recent times, linked to new trends in the market, have 

added to the urgent necessity to innovate through the various online offers. The chocolate 

market is changing every day, with many brands shifting to an online approach, so we must 

move fast, and things have been going in the right direction! An online sales platform would 

increase our exposure and potential clients, making us more immune to market troughs and 

providing access to a greater audience who may not have the chance to see our products in 

real life. Utilizing the power of the internet, we have entered into new market segments that 

had previously been overlooked, including convenience-focused and niche chocolate 

consumers. We can also offer suppliers information about our products and our deals, 

allowing us to create win-win situations and ever closer supply chain relationships. As we 

expand our digital storefronts, we can broaden our reach and revenue opportunities for 

professionals looking for alternative products beyond those already on offer. 
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Why You Need to Have an Online Presence 

Especially because currently, Chocolate Creations relies on Word-of-Mouth marketing, an 

online sales operation would allow them to reach a new variety of customer groups who 

prefer to shop via the Internet, which is a must in today's e-commerce market. As consumers 

have more and more relied on their devices to make purchasing decisions, it is important for 

us to reach them where they are. E-commerce caters to customers' increasingly mobile 

lifestyles and allows retailers to market and sell products and customized offers more 

efficiently to a wider group, 24/7, giving customers the ability to browse and purchase any 

time they want. Additionally, the uptick in online shopping brought on by the pandemic isn't 

likely to go away anytime soon, meaning we need to rethink our approach to marketing to 

keep up with changing consumer habits. No more doing the same old, same old; we need to 

embrace innovation and technology to deliver. A well-thought-outwebsite combined with 

personalized marketing focused on driving repeat visits, can increase customer satisfaction 

and loyalty toward your brand. Moreover, gaining data insights from traffic on the internet can 

streamline our marketing strategy and inventory systems, helping us monitor customers 

preferences and their shopping patterns effectively. With advanced online marketing 

strategies like search engine optimization (SEO), targeted social media campaigns, and 

email marketing, we can increase our visibility and engage with our customers on a much 

deeper level, leading to increased sales and a loyal community of chocolate lovers. 

Environmental Sustainability should be a Core Offer 

Sustainability, the heart of our business philosophy, is the cornerstone on which we build and 

also the pride of the company. It is more than a responsibility to shareholders; it is part of our 

brand DNA and appeals to consumers who are more concerned about environmental issues 

than ever before.  

As producers, we are working towards greener production methods, we transport our 

products in electric vehicles, and we partner with sustainable suppliers who share our values. 

This green initiative cannot be easily matched by competitors in an oversaturated market. 

Having a sales channel that transparently shows the public what we stand for is one of the 

most important and responsible parts of this work, because it ensures that we are speaking 

the same language and sets the overall tone for alignment between us and our customers. 

This aspect will improve stakeholder engagement on a level that is critical in Australasian 

markets, especially with environmentally concerned consumers interested in sustainable 

development in the choice of their purchases. At the same time, we as a brand promote the 

fact that our operations are sustainable and we offer products that are sustainably sourced 

and packaged on our website, giving detailed descriptions about where we are sourced and 
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the packaging used which creates a story that hits a cord with customers on their values and 

lifestyle choices. Moreover, by offering sustainable packaging solutions, carbon-neutral 

delivery options, and conscientious supply chain practices, we will be making a statement 

that we are selling more than products- we are driving a movement towards environmentally 

friendly living. Not only does this strategy ensure existing customers are already interested in 

purchasing environmentally friendly products we offer, but also new customers looking to 

make environmentally responsible purchases, which strengthens our competitive edge in the 

market. As such, Chocolate Creations can set an example for the chocolate industry when it 

comes to sustainability and drive change. 

Change Management and Engagement of Stakeholders 

The success of such an implementation will therefore require significant change 

management focusing on stakeholder involvement. To develop a collaborative culture, you 

must engage all stakeholders and get them to support the changes. This encompasses not 

just your internal teams but also your external partners like suppliers and delivery services. In 

order to facilitate this big change across the organization and ensure that everyone is on the 

same page, you can follow a model, such as the 8-Step Change Model outlined by John 

Kotter. Our first task is to help create a feeling of urgency to modernize our sales channels. If 

we want to stay competitive and be leaders in our space in the next several years, we need 

to act now to not miss out on emerging opportunities or fall behind the curve. This will 

promote a sense of comradery and ownership around the process, and will make it easier to 

involves employees and other stakeholders in conversation around the potential benefits of 

switching to online sales. Keeping communication consistent and transparent on how these 

sweeping changes line up with the corporate vision gives everyone involved reassurance that 

they are heading in the right direction and that their voice matters. Being the positive 

organization that embraces change and doing so across all fronts will be a morale boost. 

If we relay to stakeholders the benefits of working with us and the allure of the future 

partnership while we move towards an online platform, we are likely to have the opportunity 

to do so because it would make our logistics chain stronger and operations more efficient. 

Moreover, with newly recruited staff being trained on the use of the online systems, all of 

them will be ready to deliver to  

refill service in line with customer expectations and the high standards Chocolate Creations 

are known for. By effectively training our team on how to engage with our customers online 

we can preserve the in-house care that our customers anticipate while also guaranteed that 

all things digital have the same rewarding experience. At the same time, however, we need 

to work on keeping customers happy while waiting for their product through our transition to 
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the new system, minimizing any potential pain points. This will help to properly manage 

expectations and avoid frustration, so having clear timelines and regular updates throughout 

the process is key.  

Installation Strategy 

To account the smoothness of the transitioning into the electronic commerce, we will have a 

step wise structure implementation on online sales strategy: Researching and Choosing an 

E-commerce Platform: Invest time in researching potential e-commerce platforms that can 

accommodate ourvast product catalogue and provide an optimal user experience. This 

should entail assessing different platforms to ensure their ability to address functionality 

requirements in areas such as inventory management, customer relationship tools, and 

systems integration. Choosing a platform that will grant us extended solutions specific to our 

rationale will be paramount for our success going forward, it happens when all the elements 

work well. 

Website Design: Hire a good web design firm to build a new website with our brand and 

mission in mind. It must be aesthetic, responsive, and working on each gadget so that all 

customers are reached. Our new website should include easy-to-use navigation, safe 

checkout solutions, and tailored experiences that capture the distinctive environment of our 

physical stores. Incorporating interactive components, along with relevant information, will 

positively impact user interaction and lead to longer browsing periods. Brand Marketing 

Development: Use social media and targeted emarketing strategies to position tailored 

messages to launch new product lines and describe sustainability initiatives. These may be 

leveraging influencers and micro-vlogs to connect withviewers in a targeted way that piques 

interest in our chocolates and wins attention, among others.  

Having a single narrative per platform, will reinforce our commodity positioning and consumer 

storytelling. Operations and Logistics: Duties: Continue to assess and enhance our freight 

and delivery systems to promote eco-friendly systems. Create metrics for factors like zero 

emission transportation and provide sustainable wrapping and packaging material along with 

our services to complement our infrastructure. As the customer looks for transporters with 

sustainable businesses, build alliances with green freight carriers to establish an effective, 

sustainable transportation network. Closing the loop on this waste will not only help us impact 

the environment, but position us to be an industry leader in sustainability efforts. Customer 

Service Training: You have to make a plan, so create a training program for your staff on 

giving online customer service. Taking this high level of qualified servicing online reinforces 

our belief that businesses should shine not only in their physical engagements but should 

continue to have that ethos when going online as well. Staff training staff on effective 
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communication and engagement will ensure staff build strong relationships with customers, 

increasing brand loyalty. 

Continuous Improvement: By establishing this new online channel, Chocolate Creations will 

be wellpositioned to remain competitive within the marketplace and extend our product 

offerings. This evolution needs to be done with a mindset of agility and an appetite for 

innovation that relies on listening to consumers. Tackling environmental concerns for the 

modern consumer is indeed more than just marketing and must be approached collectively in 

order to satisfy consumer demand without compromising in the context of the current 

economy, which places ever more emphasis on efficiency, individuality, and ecological 

enterprising. 

Contact Information: 

Please feel free to reach out for a comprehensive discussion on this proposal: 

Daisy Benison 

Sales and Marketing Director 

Email: am.yaba@chocolatecreations.com 

Contact Number: 07236 1234 
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In my visual representation I have shown category 4 as the most beneficial suggestion 
being joining E-commerce platforms. From analysing figure 10, it is evident that if they were 
to just consider developing their website alone would come extremely costly averaging 
around £19,375+£5265 

=£24,640 + maintenance £2500 per year =£27,140. As well as this being costly, the 
organisation would also have to consider doing some sort of promotion for the launch of the 
new website which would come with more additional costs. I feel a company’s website tells 
you a lot about the business so although they are looking for the most suitable solution now 
and I have ruled out redeveloping the website, I feel that this is a crucial next step for the 
business and should consider doing a detailed rebrand once they have hit their next 
financial goal in order for them to progress. I would strongly encourage that Chocolate 
Creations branch out into reselling on e-commerce platforms only will they be able to sell 
globally and have people all around the world try their chocolates they will also have opened 
doors to bulk buyers and major suppliers looking for new companies to connect with. Them 
educating themselves on bigger platforms such as eBay, amazon, Esty etc. The company 
can expand their business through minimising their costs where possible. 

When considering the costs of joining E-commerce platforms, figure 10 shows us that an 
annual subscription fee = £2,625 per year (wit a minimum of 2-year fixed contract) for their 
first 2 years his comes to £5,250 with this fixed contract the company can invest into the 
annual subscription whilst analysing changes and see how it works for the business. I 
strongly advise this option as it can open many doors for the company selling globally, 
alongside this when looking closely and analysing costs of considering Social Media 
marketing costs come to approximately £28,800, £320 per day on a three-month contract so 
in this example is did 30 days in the 3 months. This is the highest cost out of the three 
options and although I believe it will be a good opportunity for them to grow their name and 
build a better community, I also believe that this is not exactly what they need in order to 
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‘’develop a more professional social media presence’ ’Once the company are able to use e 
commerce platforms as a way of making money online ,they can hit new financial goals 
where they can make large investments such as the website rebrand and Social media 
marketing 
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Task 2 – Stakeholder Review and Engagement 
 
Assessment number  
(eg 1234-033) 

8715-313 

Assessment title Occupational Specialism  

 
Candidate name <first name> <surname> 

City & Guilds candidate No. ABC1234 

 
Provider name <provider name> 
City & Guilds provider No. 999999a 

 

Task(s) 2 

Evidence title / description • Stakeholder map  
• Stakeholder engagement plan  
• Meeting materials (Meeting agenda, Minutes 

template, Introductory email)   
• Report in response to concern of the cost of LED 

lighting  

Date submitted by 
candidate DD/MM/YY 
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Task 

Task 2 – Stakeholder Review and Engagement    
  
You are required to support the project team to manage internal and external stakeholder  
engagement and expectations, to ensure the introduction of online sales at Chocolate  
Creations is a success.  
 
You may use the Internet for Task 2.  
  
You must:  
  

a) Create a stakeholder map that lists the potential internal and external stakeholders 
and what their expectations are likely to be.  
  

b)  Develop a stakeholder engagement plan for the introduction of the online retail sales  
service whilst considering the potential growth in online sales.  
 

  
c) As part of the project, it is expected that web designers, online platform providers and 

consultants will be contacted about the opportunity of the company developing an 
online presence to boost sales. Providers will be asked to submit an expression of 
interest for the work and invited on-site to the production facility for a tour and 
meetings to scrutinise their expertise and potential offer. 
In light of this development, the following documents need to be produced: 
 
- An introductory letter and provider invite to visit the production facility.  
- A standard meeting agenda to meet each supplier. 
- A minutes template to capture the discussions at the meetings  
 

d) The Production Manager has been tasked with finding the root cause of the recent 
wrongly labelled boxed chocolate supply chain problem which resulted in increased 
returns. Candidates are expected to apply a suitable problem-solving tool to reveal 
the possible root causes of the production problem encountered recently by the 
company. 
Produce a report to the Production Manager analysing the problem and recommend 
ways that the risk of this type of problem occurring again can be reduced.   

 
Resources:  

• Project Plan from Task 1  
• Assignment Brief   
• Internet  
• Figure 1: House Style 
• Figure 3: Advert of Procurement Need 
• Figure 4: Shortlist of Providers to Support the New Online Service 
• Figure 5: Table of Returns due to Customer Complaints for Chocolate Creations over 

the Last Two Years 
 Conditions of assessment:  

• The maximum time allocated for this task is 6 hours  
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• You must carry out the task on your own, under controlled conditions   
  
What must be produced for marking that marks will be awarded for:   

• Stakeholder map  
• Stakeholder engagement plan  
• Documents – introductory letter and invitation to production facility, meeting agenda 

and minutes template 
• Report in response to production problems  
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Candidate evidence 

Stakeholder Type Expectations 

Ted Brown (CEO) Internal Successful turnaround of 
business; increased sales; 
alignment with company 
values; assurance of product 
quality and security in 
supply chain. 

Daisy Benison (Sales & 
Marketing Director) 

Internal Clear objectives for online 
sales strategy; support from 
IT and operations; effective 
marketing campaigns and 
customer engagement. 

Production Manager (Ted’s 
Daughter) 

Internal Identification and resolution 
of quality issues; assurance 
of safe ingredients; effective 
communication about the 
production process and 
supply chain integrity. 

Retail Employees Internal Cloud collaboration on new 
online sales channels; 
training on new systems; 
assurance of continued 
focus on customer service 
excellence. 

IT Department/Website 
Developers 

Internal Sufficient resources and 
clear timelines for website 
updates; effective 
collaboration on e- 
commerce integration; 
adherence to cybersecurity 
standards. 

Suppliers of Ingredients External Communication about 
quality expectations; 
prompt payment; 
transparency regarding 
sourcing practices and 
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  supply chain integrity to 
avoid future recalls. 

Customers External Easy access to products 
online; high-quality 
chocolates; excellent 
customer service; 
personalized services and 
engagement; quick 
resolution of any product 
issue 

Regulatory Bodies External Compliance with food safety 
regulations; transparency in 
ingredient sourcing; proper 
handling of recall situations. 

Competitors (High-End 
Chocolate Brands) 

External Monitoring industry trends; 
competitive pricing; 
innovative product 
offerings; willingness to 
adapt to changes in 
consumer behavior. 

Environmental Advocacy 
Groups 

External Commitment to sustainable 
practices, including use of 
electric vehicles and 
sustainable sourcing; 
transparency about 
environmental impact. 

Investors/Shareholders External Clear communication about 
the business strategy; 
management of risks 
associated with market 
changes and operational 
challenges; financial 
returns. 

Local Community External Engagement in the local 
economy; support for local 
initiatives; involvement in 
sustainable practices and 
environmental stewardship. 

Media & Press External Access to information about 
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the business; transparency 

 

Ted Brown, CEO 

As the chief executive officer and a primary stakeholder in Chocolate Creations, the 
expectations from Ted Brown are in the firm's capacity to reclaim its sales and profitability 
momentum, especially against the backdrop of prevailing stagnation due to various external 
factors such as Brexit and the cost-of-living crisis. Ted, having steered the firm through three 
decades of expansion, wants to utilize his vast wealth of experience to manage the 
prevailing ailments. He wants a holistic policy that rebooting brand identity and enhances 
market penetration, particularly through online-based sales platforms. Additionally, Ted is 
adamant about retaining the company's core values of quality and sustainability, and this 
calls for scrutiny and possible restructuring of the supplier relationship to ensure the 
products utilized in the production process are the best quality available. His leadership in 
the event of turbulent times involves emphasizing corporate stewardship and mitigating the 
possible risks, especially in light of the recent recall of the firm's products from the market 
due to quality concerns. 

Daisy Benison, Director, Marketing & Sales 

Daisy Benison, the new Director of Marketing and Sales, has the onus not only that Ted 
Brown has, but the whole firm has placed on her, as she has been hired to spearhead the 
marketing revival and new sales avenue, that is, online presence. She has the onus to 
create a strategic vision in tune with the prevailing consumer sentiments, as per the 
underlying shifts in the consumption trend seen in the last few years. Daisy has the 
awareness about online marketing and the use of social media in creating the presence and 
building a wide number of clienteles. Her task is to create efficient promotion programs 
based on the brand’s distinctive quality and heritage as well as enhancing the interaction 
and personalization with the customer base. Daisy also envisions the need to work with the 
IT department as well as external website designers in creating the online presence of the 
firm as robust and friendly as possible. Openness in communications with her staff about 
the objectives in this online foray would be the need as the staff embarks on this change 
path with her. 

Production Director, Ted's Daughter 

Ted's daughter, the Production Manager, has a tough job on her hands for Chocolate 
Creations. She has fallen on her to turn the massive quality issues faced, most importantly 
the recall of the packaged chocolates due to the presence of subpar ingredients, on their 
head. Her expectations are set on finding and fixing the cause-and-effect factors behind the 
quality failures thoroughly to win the trust back of the customers as well as the reputation of 
the company. She would most likely be involved intensively with the suppliers to ensure tight 
adherence to quality control protocols and would likely implement even tighter monitoring on 
the production processes. She also has the knowledge of the two-sided task of ensuring 
continuity of supply chain as well as internal operations that are being efficiently managed, 
which allows the production as well as the quality control teams to function smoothly as an 
integrated whole. She has to be transparent with other stakeholders 
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about the remedial measure that is being implemented so that the errors are not repeated, 
citing the intention to maintain the high standards that Chocolate Creations has been known 
for. 

Shop employees 

Retail employees at Chocolate Creations are the ones who provide the high quality of 
customer service on which the company has built its reputation. As the company goes 
online, the employees are at a crossroads. They expect to be thoroughly trained on any new 
system that the company might be implementing as well as transparent communications on 
the implication of the changes on their job roles and responsibilities. The shift online may 
also come with it issues of job security and displacement, and thus their expectation rides on 
the line that the company’s communications assure them that their usefulness to the 
business remains assured. Retail employees expect that their personal contact with the 
customer continues to be appreciated even as the company creates new opportunities for 
sales. Their passion for selling the company’s chocolates through personal service, in-
person wrapping, and relationships with the customer remains essential as the employees 
keep up with the changing face of retailing. 

It Department/Website Developers 

The IT department and the group that has the mandate to handle Chocolate Creations’ 
website are pivotal in the changing business model, with Daisy Benison embarking on 
increasing the firm’s online presence. Their primary expectation, therefore, are guidelines on 
the specifications and timelines as the firm makes its way towards being an e-commerce 
website. They would desire to see the firm’s basic website considerably upgraded to be 
functional, user-friendly, and capable of supporting bigger volumes that come with online 
promotions. The IT department would, in addition, require liaison with outsource web 
designers or software programmers for the addition of new functionalities for online 
payments, including secure payment gateways and efficient inventory control mechanisms. 
The increasing incidents of cybersecurity threats, especially for e-commerce, require high 
levels of communications and planning in order to seal gaps prior to incorporating new 
functionalities. They expect to be constantly trained to remain up to speed with upcoming 
technologies as well as developments in the online community. 

Suppliers of Ingredients 

Suppliers are key to the operational success of Chocolate Creations as the recent problems 
have highlighted issues with the quality of ingredients. The company's requirements demand 
that there is an open and honest dialogue with suppliers to communicate the high levels of 
quality required. 

Suppliers can expect to have clear expectations around sourcing practices communicated to 
ensure all ingredients meet the quality standards demanded by Chocolate Creations. Ted 
Brown’s leadership emphasizes sustainable procurement, and suppliers are being 
requested to demonstrate their commitment to environmentally friendly practices. Clear 
communication regarding timelines and order calculations post-Brexit will also be required, 
as any mismatch here will further complicate supply chain dynamics. Suppliers will need to 
be ready to work closely with the production team due to the recent product recall to ensure 
no further quality issues arise, reinforcing the requirement for accountability at all levels of 
the supply chain. 

Customers 
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Chocolate Creations' clients are the focal point of the company's success, particularly with 
the intention to create online sales directly to the clients. Clients expect a better quality that 
has easy accessibility to the products, simple site navigability, and efficient service mediums 
to address issues 

and concerns promptly. They also expect to maintain the personal touches that set 
Chocolate Creations apart, including custom wrapping and special orders, even on the online 
front. Clients are also increasingly seeking ethical business practices and openness 
regarding the ingredients, particularly with the recent recall on their products. Their 
expectations shall be the compass to the company’s online presence, as meeting the clients' 
desires and feedback may make or break the acceptance on the online sales shift. 

Regulation bodies 

Regulatory bodies are significant external stakeholders that impose pressure on food quality 
and safety, especially on a business organization dealing with chocolate. Chocolate 
Creations will maintain strong following of the ruling laws to gain the clients' trust and 
prevent potential legal consequences. The agencies shall expect proper documentation on 
the ingredient, production process, and safety procedures, especially considering the recall 
on the products that raised public concern. Transparency of operations and coordination 
during inspection or investigation on the quality standards shall be needed to demonstrate 
the following of the guidelines. Smooth interaction with the ruling agencies shall be needed 
to iron out the issues on following and align the operations with the legislation to ensure 
long-term sustainability. 

Competitors 

The high-end and bespoke market competition presents Chocolate Creations with a 
dynamic setting in which to redesign its value proposition advantage. Its competitors' 
performances and strategies serve as a standard against which Chocolate Creations must 
measure up, necessitating innovation and responsiveness to consumer tastes. The firm’s 
hope is to track competitors’ online marketing plans and sales strategies closely, applying 
lessons learned to its own plans. Maintaining a differentiated value proposition, specifically 
on the artisanal character and environmental stewardship aspects of Chocolate Creations, 
will be essential to distinguishing the firm in an aggressive marketplace. An attitude towards 
competition analysis that is accessible but does not compromise the firm’s brand positioning 
will be essential for Chocolate Creations as it goes about redesigning its strategy. 

Environmental Pressure Groups 

Being a sustainable producer, Chocolate Creations engages with environmental pressure 
organizations that monitor corporate operations as regards environmental impacts. These 
organizations expect the firm to maintain consistency with its promise of sustainable 
operations, for example, the use of environmentally friendly sourcing of raw materials and the 
implementation of environmentally friendly production processes. They expect transparency 
in environmental footprint disclosure and active engagement in sustainability issues. The 
firm, by creating an interactive relationship with these parties, shall be positioned to boost its 
reputation as a brand and consumer confidence, which means that it operates actively 
towards a universal environmental cause. 

Shareholders 

Investors and shareholders expect that Chocolate Creations shall provide clear information 
on the operation plans, particularly with the current failing growth. They are concerned with 
the guarantee of financial profit as well as with an explicit policy on the handling of the risks 
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against the prevailing uncertainties in the market. Periodic updates concerning the sales 
performance, strategic turns in the form of selling the commodities online, and distinct plans 
on turning over operational failures shall be needed in order to maintain investor trust. 
Creating more tangible bonds by showing the 

utilization of the profits in a financially sound way, specifically in reinvesting to develop the 
business, shall be needed in order to solidify investor contacts and achieve long-term 
stability. 

Local 
community 

The community that surrounds Chocolate Creations is one of the company’s key stakeholder 
groups whose interests are focused on the company’s contribution to the local economy and 
social involvement. The community anticipates that the company will be a contributing 
member in local life, with charity sponsorship and support for community development 
initiatives. They anticipate that the company will preserve local levels of employment and 
create jobs within the locality as well. As Chocolate Creations has been a long-standing 
presence within the region, it’s anticipated that the company will have a good community 
profile, demonstrating that the company is interested in social responsibility. Activities that 
promote sustainability and environmental stewardship further enhance its stake with the 
community, building goodwill and ensuring ongoing public support for the brand. 

Media and 
Press 

The press and media are critical external parties who possess the power to form public 
opinion regarding Chocolate Creations. They require transparent, factual, and timely 
information regarding business operations. This might include the response to the current 
recall on the products, new product development announcements, as well as developments 
regarding the company’s shift towards online retailing. The media, but more so food as well 
as lifestyle writers, seek stories that capture the heritage as well as uniqueness of Chocolate 
Creations, and therefore media liaison might be utilized as a method to publicize the 
business. Success with the press, on the other hand, would be essential in making good 
impressions as well as building a good line on the company’s desire to be an innovator as 
well as change with changing market conditions. 
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The stakeholder map is an essential tool for navigating the complex network of relationships 
that Chocolate Creations works in and makes strategic choices in the conduct of its 
business. By plotting stakeholders on the power and interest axes, the diagram enables the 
company to visualize where different parties stand in relation to its operations and 
objectives. The x-axis represents the degree of power or influence that the stakeholder is 
able to exert over the organization, ranging from low to high. The y-axis represents the 
degree of interest or concern that the stakeholders have in the business of the company and 
its outcomes, ranging from low to high. This is a four-quadrant model where the stakeholders 
can be placed strategically according to their nature, thus enabling Chocolate Creations to 
prioritize the engagement efforts. 

In the top-right quadrant, where both interest and power are high, we have the major internal 
stakeholders like the CEO Ted Brown, the Sales and Marketing Director Daisy Benison, and 
the Production Manager. This section is vital to the company as it contains decision-makers 
who not only possess great influence on strategic orientations but are also deeply committed 
to the company's success. This stakeholder group needs to be communicated to because 
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heir choices affect the organization's daily operations, marketing, and overall performance. 
Then there are the external stakeholders like customers and suppliers who, though also high 
in interest, differ with regard to power. For example, customers have a central role in market 
demand and feedback, while suppliers such as Cocoa Flow and Demean Chocolate have a 
powerful role in the resource availability and price but might not be that interested in the 
operational matters of the company. 

To move to the lower quadrants, we have stakeholders who have low power but different 
levels of interest. These are company employees who facilitate smooth operations and may 
have an impact on customer experience and satisfaction but do not have formal decision-
making authority. They have a big role to play, especially in company strategy 
implementation and workplace culture development. In contrast, the local community and 
marketing consultants/agencies are external stakeholders with low power but high interests. 
Even though they do not have a direct impact on company decisions, their attitudes towards 
social responsibility and marketing efforts can impact the brand position and reputation of 
Chocolate Creations. Finally, the high power-low interest quadrant is dominated by 
regulatory agencies and potential investors or shareholders. 

Regulatory agencies, as much power as they have to enforce compliance, might not be of 
special interest unless there are some issues. Investors, while influential, might be more 
concerned with Chocolate Creations' bottom line than the operations thereof. With an 
understanding of these dynamics, Chocolate Creations can allocate its resources 
accordingly, with stakeholders who are highin power and interest being prioritized in the 
extent of communication and collaboration, and plans for engaging those in the lower 
quadrants being formulated according to their particular nature. 

Overall, this stakeholder map is a strategic report that not only improves stakeholder 
dynamics understanding but also enables Chocolate Creations to develop focused 
engagement strategies. By graphically mapping these relationships, the firm can successfully 
manage its dealings with both internal and external stakeholders, ultimately culminating in 
better decision-making and organizational performance as it moves towards its growth goals. 
Furthermore, this long-term stakeholder management approach is particularly vital as 
Chocolate Creations makes the shift to an online sales model, where the stakeholders' 
interests, concerns, and opinions will be most important in informing the customer experience 
and business prosperity. 

2b) 

Exhaustive Stakeholder Engagement Plan for Your On-line Retail Sales service 

For Chocolate Creations Ranging from significant changes to the segments of consumers 
like millennials, e-commerce fuelling or shortening shopping direction, the retail sector is 
witnessing a cataclysmic change with the recent addition of online retail sales service to its 
operations, Chocolate Creations is on the cusp of exploring a myriad of challenges and 
opportunities. A robust stakeholder engagement plan can be an essential tool in effectively 
addressing these complexities, making sure that the voices of the wide array of stakeholders 
are heard, considered, and included in the company’s strategic direction. This document 
details an overarching, multi-stranded stakeholder engagement approach, covering 
identifying the key stakeholders via a systematic mapping process through to developing a 
sustainable relationship with internal and external groups post launch of the online retail 
service. 
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Phase 1: Stakeholder Mapping and Analysis The first step toward an effective engagement 
strategy is to carefully map the ecosystem of stakeholders for or affected by the initiative for 
online sales. Just listing down individuals or organizations as stakeholders is insufficient. 
Internal stakeholders include employees, management, and IT personnel, each of whom 
possesses valuable and necessary information that can impact the success of launching 
sales through an online platform. As an example: Employees who deal directly with 
customers will have practical insights into customer needs and preferences that will escape 
the management team. Management, similarly, has a vision linked to strategic business 
objectives, and the IT personnel are vital in advising to make sure the online systems are 
world-class, secure, and easy to use. 

On the complementary side, external stakeholders consist of customers (both for and 
potential) that are the driving force behind this initiative, suppliers that supply goods required 
for its online offerings, partners including delivery services that will complete the logistical 
side of operations, and local regulatory entities that stipulate the boundaries of the e-com 
operation in their locations. Tapping into each of these groups of stakeholders creates one 
of the most diverse ranges of ideasthat, when embraced at the right time, can allow for 
Chocolate Creations to see things differently and better identify elements to strive for or that 
may pose a threat. 

As an example, customers can provide valuable input on functionality or user interface 
features that may enhance their shopping experience, while suppliers may require 
guarantees around the volume and frequency of orders through the online channel. Once 
you have identified the key relevant stakeholder groups, the next crucial step is to analyse 
each of them in detail to understand their power, interest, and influence around the online 
retail effort. It lends itself nicely to a simple stakeholder matrix that helps visualize how 
different groups stand, and can help determine an engagement strategy. Knowing what 
stakeholders hold the greatest power and influence—senior management and regulatory 
bodies are examples—will allow the organization to focus on those relationships and shape 
its messaging in that direction. As an example, customers can have a high- interest level 
because they are directly engaging with the online platform, but customers have low power 
when compared to management or regulatory bodies who can authorize budgets or set 
compliance standards. By collectively determining who has the power and interest to 
influence an initiative—Chocolate Creations can develop tangible engagement strategies to 
address the specific needs and concerns of the different categories of stakeholders. 

A stakeholder analysis shows a landscape littered with possible friends or foes — knowing 
the lay of the land is critical to developing messages that reassure, quell fears, and entice 
partners. It is a continuation of Lead partnering with a bank. The first step is to identify all 
the stakeholders, which was covered earlier, and analyse those stakeholders, and then 
create a compelling narrative that tells the story behind the vision, goals and expected 
outputs of the online sales initiative. This narrative must not only relive the thinking that went 
into moving to an online platform for sales, but it must also galvanize a variety of 
stakeholders. These stories start with an impactful vision that embodies Chocolate 
Creations’ dedication to innovation, craftsmanship, and customer satisfaction. Articulating a 
vision that relates to the culture and values of the organization is important, as Chocolate 
Creations will be able to hype on a sense of purpose. Besides articulating the vision, the 
narrative must clearly define the objectives of the online sales initiative. They could be 
looking to expand their reach into an untouched market, provide elevated levels of ease to 
their customers by transforming the processes of service delivery, utilizing data analytics as 
a decision maker, and an overall business model modernization to keep up with the present-
day business landscape of a digital market. 
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None of these respective goals may be realised without focussing on stakeholder value. For 
employees, emphasizing how online sales can directly contribute to stronger job security 
and the creation of new jobs can promote buy-in; for customers, stressing the larger product 
selection and the convenience of being able to shop from anywhere can create hype around 
the launch. In endeavouring to tell this story our approaches to communicating this story is 
just as vital and requires a strategic use to make sure the story can be understood across 
all audiences. We really need a multi-channel approach. To share the narrative internally, it 
can be communicated through workshops and organizational town hall meetings so that 
while employees are aware of the initiative, they can also participate in discussing the same 
could be opportunities for feedback and concerns, thus creating a collaborative 
environment. Intercompany newsletters can also be spread so that updates about the 
project are ongoing and that the need for such transformation is continually reiterated to its 
workforce. 

The narrative at an external level is communicating what we want our customers — and 
other important stakeholders — to hear. This can involve freezing in a new dedicated email 
campaigns to present the new online sales platform and explain the advantages obtained by 
interacting with it. 

Utilizing social media channels like Facebook, Instagram, and Twitter can extend these 
messages further, allowing Chocolate Creations to directly connect with potential customers 
and foster a community around the brand. Content on these channels may consist of 
previews of the online interface, testimonials from customers who participated in beta 
testing, or highlight popular product offerings. Via storytelling Chocolate Creations should 
be able to engage and originally fulfil interest then turn attention into curiosities into 
vouchers and margin. 

Step 3: Create a Structured Communication Plan Having a structured communication 
strategy in place is necessary for continued engagement during the transition to online 
retail. For internal purposes, the focus needs to be on keeping staff updated with the flow of 
information, but also on offering staff avenues for participating in the process. There are 
several ways structured communication can be implemented: update team meetings can be 
held, whereby you’re allowing employees to ask questions when updates on the progress of 
the initiative are occurring and be able to receive timely responses. Additionally, update 
reports can encapsulate milestones met, giving the staff a collective sense of 
accomplishment as they see the initiative in action. In addition to traditional meetings and 
reports, specialized forums — like an intranet message board — can allow employees to 
raise questions, discuss concerns and present ideas. Because these forums are not just 
touchpoints of communication but play an important role as incubators of innovation, as 
employees, through these forums, can contribute creatively towards this initiative. Bringing 
employees in to do this makes them part of something much bigger, and can establish a 
sense of common purpose which is essential in periods of change, where there is a risk of 
uncertainty breeding resistance. 

As for outward communication opportunities, Chocolate Creations need to implement an 
assortment of channels to reach customers and other external stakeholders effectively. 
This is where a social media strategy can prove extremely beneficial, as the brand can 
communicate directly with its audience, post updates, and respond to questions as they 
arise. Social media– conversation is the name of the game; social media platforms can be 
dynamic tools for building relationships, letting customers see your personality, and how well 
you can respond – being socially aware and being able to respond to the customer’s needs. 
Moreover, the existing customers can be retained through regular newsletters. The 
newsletters can include product highlights, promotions, and a look into how the launch has 
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gone, while also encouraging readers to respond with what they want to see in the online 
store. 

Essentially, the company website should serve as a major communication hub for the online 
sales initiative. Informational articles about the upcoming launch, an FAQ section for 
potential questions, and interactive elements like countdowns and teasers can all help build 
anticipation as the launch date approaches. Feedback channels continue to be one of the 
building blocks of this structured manner of communication. These online surveys or focus 
groups allow customers to interact and not just gather information from Chocolate Creations; 
rather we engage with you. Structured surveys can provide quantifiable data on what 
customers prefer, whereas focus groups can yield qualitative insights that touch on more 
nuanced aspects of the customer experience such as features the customers want or any 
usability issues. This encourages and emphasizes the sense that their voice counts and 
matters in the evolution of these online systems 

Step 4: Developing Training Programs and Workshops the transition to the new online retail 
sales service at Chocolate Creations must be mirrored with appropriate internal stakeholder 
training, particularly employees, to ensure that they possess the skills to succeed within a 
digitally-focused China. You are training people on data till October 2023. Such training 
programs should be extensive and multi-dimensional, customized to various departments 
and their particular requirements. Targeted technical training should also be provided to the 
IT staff to equip them with the necessary skillsets to manage and troubleshoot the new 
online platform. This could be through workshops, e-commerce platform providers sessions, 
or online certifications that teach them about the technological components of e-commerce. 
Moreover, having person and resources available on demand for IT staff proves to be 
immense, considering they are the core of the online sales infrastructure. The training for 
customer service representatives who will be the face of online customer engagement is 
equally important. 

In addition to the ability to manoeuvre internal systems, this training should include soft skills 
as they adapt into the digital customer service space: effectively communicating over a chat 
function or through email, for example. There are also training exercises that make use of 
common customer inquiries and scenarios, and can help equip staff in dealing with different 
situations with confidence. The marketing team also needs certain training and expertise in 
the specific aspects of digital marketing. Unlike traditional marketing endeavours, online 
sales require an in-depth understanding of SEO, social media engagement techniques, data 
analytics, and targeted advertising, as the landscape can be considerably different. Tailored 
resources, mentorship, and professional development around digital pathways will enable the 
marketing team to more effectively advocate for the online sales initiative. 

Furthermore, empowering your employees is not only about training but also about 
nurturing a culture of ownership where employees take pride in the success of the online 
sales initiative. With the right knowledge and confidence to navigate the new digital 
landscape, employees are more prone to step up, contribute ideas and champion the 
change, all contributing towards a successful launch. Leaders in Chocolate Creations must 
reaffirm to each team member their role and importance, not only in fulfilling their individual 
position, but also in the overarching company goal to promote online sales. 

Step 5: Marketing Strategy and how to reach customers with the online retail service on the 
verge of being launched defining a marketing strategy that speaks to its target audiences is 
crucial. 
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Through the use of data analytics, Chocolate Creations can better understand its 
customers (their behaviours, preferences, demographics). Business intelligence, an 
aggregated view of data, can also help inform marketing campaigns by making sure that 
the company is in tune with its customers and that messaging feels personal and timely 
respective of customer segments. It's important to note that segmentation is key to this 
marketing strategy. Segmenting their customers by their age, purchase patterns, and 
interests, Chocolate Creations can create targeted, individualized campaigns. Personalized 
email outreach can send precise or specific suggestions for products based on previous 
orders, thereby prompting return transactions and increasing customer retention. 

Period promotions such as special discount offers or coupon giveaways during the holiday 
season can improve customer engagement by targeting customers who buy gift boxes 
during that period. It is essential to leverage a multi-channel marketing strategy to maximize 
visibility and reach. Social media is an invaluable way to engage with potential and adjusting 
customers, as it allows for direct interaction and community building. 

This means regularly posting updates on the online store’s launch, hosting giveaways, 
and sharing behind-the-scene content to spark excitement within their audience. 
Incorporating visuallyappealing content like product preparation videos or customer 
reviews can also help engage users and generate interest. Moreover, search engine 
optimization (SEO) should be a serious concern to increase the online stores search 
engine visibility. By optimizing their website for relevant keywords and keeping the site 
user-friendly, Chocolate Creations could target organic traffic that will convert into sales. 
This can include high-value, SEO blog content which adds value on top of sharing product 
promotion in a more natural and organic way. Anticipation-building initiatives should be 
taken to build excitement before the launch. Exclusive online promotions, countdowns 
launching the launch date and sneak peeks of products can create buzz and excitement 
around the platform and encourage customers to be among the first to try it out. 
Furthermore, collaborating with other brands on cross-promotions or co-marketing 
campaigns can both benefit parties and increase customer reach, thus developing 
customer base. 

Step 6: Goals and KPI Setting After implementing your engagement strategies and 
marketing initiatives, it is vital to include measurable goals and key performance indicators 
(KPIs) to assess the effectiveness of your stakeholder engagement plan and the online 
service launch. Defining clear metrics provides a way not just to evaluate performance, but 
also helps team members be held accountable. Internal Stakeholder KPIs: For internal 
stakeholders, key performance indicators might include employee participation rates in 
information sessions, levels of engagement in training exercises, and the number of pieces 
of constructive feedback submitted throughout the transition. By tracking attendance at 
training sessions, Chocolate Creations could determine whether employees understand the 
new system and feel ready to use it. Acceptance and buy-in of the initiative will be reflected 
through high levels of engagement and feedback from employees - low participation or 
negative feedback may require more investigation, or additional communication efforts. 
External Stakeholder KPIs: For external stakeholders, customer satisfaction scores, online 
traffic statistics, and rates of conversion from visits to purchases are key performance 
indicators. 

These metrics are useful to understand the effectiveness of the new platform for online 
sales and the service from the customers' perspective. We can measure customer 
satisfaction by periodic surveys and feedback forms to understand the experiences, 
perceptions, and preferences of customers regarding the online shopping process. You can 
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help record website traffic statistics to help measure the effectiveness of marketing 
campaigns, and monitor conversion rates to see how well the platform is converting interest 
into sales. Monitoring these KPIs on a periodic basis will help Chocolate Creations identify 
what is sticking in terms of their stakeholder engagement and marketing strategies and 
areas that need refinement, giving them the ability to continuously test and optimise 
throughout the process. A culture of accountability will act as a catalyst to facilitate the 
success of the initiative. 

Theme 1 — The Importance of KPIs by routinely tracking performance indicators and 
communicating it, Chocolate Creations can foster a culture of meaning and a mindset of 
improvement. Acknowledging and celebrating success stories publicly, for instance sales 
performance results or employee engagement metrics tied to KPIs, can also motivate 
stakeholders and spring them into action. 

Step 7: Building Long-Term Relationships after Launch After the launch of the online retail 
service, the last step in the engagement plan is building sustained relationships with key 
stakeholders. “The work, however, is really just starting at that point; ensuring continued 
participation should become an ongoing conversation that fosters continued engagement 
between all stakeholders as a whole.” Email newsletters are a great way to engage 
customers in regular follow ups, in addition to keeping them up to date on new product 
launches, promotions, and company news, newsletters can help strengthen their ties to the 
brand. You can also design these newsletters to include product recommendations tailored 
to the customers, based on their interests, to increase the relevancy of your communication 
and to facilitate repeat purchase. Implementing loyalty programs that incentivise repeat 
purchases can drive powerful engagement. Exclusive discounts, early access to sales, or 
other incentives closely tied to loyalty programs can forge a sense of community around a 
brand and help to improve retention. 

In doing so, you create an emotional attachment that drives repeat business and 
recommendations to the brand. Continue providing transparency through updates on online 
sales performance to internal stakeholders; transparency reinforces trust and engagement. 
Allowing employees to contribute to decisions about LPs in future performance strategic 
initiatives stream can increase employees' feeling of ownership and investment in the 
company's long-term success. 4. Employee Recognition and Reward: Acknowledging your 
workforce for their roles in the online initiative promotes a sense of appreciation and 
appreciation. (This fosters a strong feedback mechanism for your own internal process as 
well as the relationship with external stakeholders.) This is where making a point to ask for 
feedback post-launch through different portals (surveys, customer interviews, suggestion 
boxes, etc.) is valuable so stakeholders feel they are being heard. Taking customer 
feedback can offer clear strategies that can be helpful in products to come, and employee 
feedback, which can be useful in recommending internal processes. This helps to build 
loyalty among customers, as it reinforces the message that the company takes stakeholder 
feedback seriously and is willing to make real changes based on the feedback it has 
received. Educate & communicate all the above metrics allow Chocolate Creations to 
sustainably engage with stakeholders, providing insight into stakeholder behaviour, needs, 
and preferences. 

Conclusion To conclude, the detailed stakeholder engagement plan for Chocolate 
Creations' online retail sales service is a complex roadmap laid out to navigate the 
challenges of implementing a digital sales platform. The plan outlines a step-by-step 
approach, starting from stakeholder mapping and analysis, through narrative development, 
structured communication, training implementation, marketing strategy, goal setting, to 
post-launch stakeholder relationship maintenance, stressing that achieving organizational 
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goals must involve stakeholders at all levels. Not only does this careful strategy ensure that 
Chocolate Creations will be up to the various logistical challenges once they launch their 
online service but it also creates a culture of collaboration, innovation and constant growth. 
Hence, this report would ensure that Chocolate Creations could enter into the digital 
marketplace by engaging with the stakeholders and communicating in the most effective 
manner possible. This engagement plan will ultimately act as a guide for sustained growth 
and success, keeping Chocolate Creations competitive and relevant in an evolving e-
commerce landscape. And, through ever-evolving feedback-focused enhancements, the 
brand becomes less just a retailer and more a place where digital retail can thrive — and 
that, ultimately, will translate into enhanced horizons for the brand and its stakeholders in 
every respect. 

 

- An introductory letter and provider invite to visit the production facility. 

- A standard meeting agenda to meet each supplier. 

- A minutes template to capture the discussions at the meetings 
 

Initial Letter and Provider Join 

Chocolatier Family Creations 

123 Chocolate Lane Sweet City, SC 12345 

info@chocolatierfamily.com 

(555) 123-4567 

October 10, 2025 

Jordan Smith Creative Web Solution 

456 Digital Drive Tech Town 

SC 67890 

Dear Jordan, I hope this letter finds you well and happy. 

Hello, my name is X  and I am contacting you on behalf of Chocolatier Family Creations, a 
company committed to providing tasteful chocolate concepts for our customers and to add 
pleasure to their day. To bridge the gap between traditional retail and the increasing 
demand for online shopping, we are considering the establishment of a comprehensive 
online platform that caters to contemporary consumer trends and preferences. Against this 
background, we are also looking to partner with talented web designers, e-business 
providers and consultants with significant experience in this field. 

We were impressed with your portfolio and experience and would like to make contact to 
discuss working with you. We would like to take you this opportunity to invite you on a visit 
to our production facility at 123 Chocolate Lane, Sweet City In this visit, either you will able 
to see how we operate directly and will know about our product range plus you will be able 
to understand our brand. 

mailto:info@chocolatierfamily.com


 

49 

8715-313 Business Support Occupational Specialism – Summer 2025 Pass Grade SEM (v1-0) 

We focus on the production, as we feel that knowledge of the process is paramount in 
producing an online representation of our creations, that portrays their taste and passion. 
We could tour through our production area and then have a number of sessions where we 
are able to better understand our individual digital needs. Business Sensei- you have a 
great understanding of the user experience, e-commerce platforms, methods to optimize 
discoverability online for our target market. 

We are open to accommodating a time that works best for you and would welcome your 
visit in the next few weeks. Should you be able to meet on October 20, 2025, at 10:00 AM? 

We look forward to gaining from your experience, as we shape this critical stage of our 
business journey. We appreciate if you would consider the opportunity to work with us. We 
look forward to hearing back from you and hope to see you at our facility soon. 

 

Warm regards, 

X  Production Manager Chocolatier Family Creations. 

 

Standard Meeting Agenda 

Date: October 20, 2025 

Time: 10:00 AM - 12:00 PM 

Location: Chocolatier Family Creations, 123 Chocolate Lane, Sweet City, SC 12345 

The meeting will start with a receptiveness for everyone. You will be welcomed to introduce 
yourself, share your name and roll along with a short description of what you do in your 
company. That helps create a bond and spirit of cooperation for the upcoming 
conversations. 

We will provide a thorough presentation covering Chocolatier Family Creations. This will 
include our history, mission and values, plus an overview of our chocolate creations. We 
plan to emphasize our unique selling points, from special ingredients and production 
methods to our passion for quality. This context will set the stage for future discussions 
enabling providers to better know who we are and what we stand for. 

In this part we will discuss online "presence" - it can be website, app, social media. We’ll talk 
about what are our key objectives may it be to generate online sales, improve customer 
engagement, provide better buying experience or promote our brand. We prefer feedback 
from providers about what sort of features and functionality would assist them in using e-
commerce more effectively; examples may include mobile responsiveness, ease of 
navigation, and involvement of marketing integrations. 
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After our overview and discussion, we will ask the participating provider to discuss their 
credentials and relevant experience. Here is where they get a chance to show past projects, 
case studies, and how they would approach the development of your online presence. We 
could also ask the provider to elucidate the technologies and platforms they propose to use, 
as well as their approach to ensuring a successful implementation that meets our needs. 

Facilitated Open Q&A: Question/Answer period to address Questions and/or Clarifications 
from both sides. A couple of this type of discussion would help the team to know the best of 
the provider's capabilities, the things they could add into our project. This allows you to 
answer questions about timelines, costs, technology choices, and anything else that might 
pop up during the project. 

As we wrap the meeting up, we will cover the key take away and outline the next steps in 
the process. We will address timelines for proposals submissions, any supplemental 
information we might need to submit and set up a next-step follow up conversation or 
meeting. At the close of the meeting, we will thank everyone for their efforts and enthusiasm 
for collaboration. 

 

Minutes Template Minutes of Meeting 

 

Date: October 20, 2025 

Time: 10:00 AM - 12:00 PM 

Finally, the sweetest part of the job: Your name is on a chocolate bar, but for all the hard 
work you've done, you'll get two!!! 

Attendees: Angel Yaba, production manager, Chocolatier Family Creations Jordan Smith, 
Creative Web Solutions Lisa Tran Marketing Specialist, Sweet Treats Agency Samuel 
Johnson, E-commerce Consultant, Tech Consult Group A warm welcome was given to all at 
10:00 AM, with a special note thanking everyone for their interest in working with 
Chocolatier Family Creations. 

Participants introduced themselves, giving their names, followed by their roles within their 
respective organizations, which set the tone for effective communication for the meeting. 
After 
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introductions, a detailed summary of Chocolatier Family Creations was provided. This 
included a brief history of the company with key moments, our mission as a high-quality 
chocolate product creator, and, above all, our role to offer incredibly good customer 
service. 

Focus was placed on the unique features of our products, including organic ingredients, 
artisanal production methods, and sustainable sourcing. This framework helped give 
attendees a bit of brand essence context for how we want to manifest our digital platform. 
Next, we discussed the project scope, in which we outlined our objectives to improve our 
online presence. These goals include increasing customer interaction with the use of 
interactive website features, boosting online sales through optimized product displays, and 
creating an enjoyable user experience that makes purchases easy and fun. Many ideas 
were proposed in terms of possible tall features to help support these goals, including, but 
not limited to, a loyalty rewards program, user behaviour based personalized shopping 
experiences, and social media as an outreach tool. 

After our overview, we invited Jordan Smith from Creative Web Solutions to present their 
qualifications. He provided an extensive presentation, highlighting their portfolio and 
successful projects that we can relate to our vision. Their conversation included proposed 
services, expected outcomes, and the technologies they recommend to get there. Their 
track record was a solid basis for why they should be a potential partner in our online 
development. 

An extensive Q&A session ensued, encouraging open discussion amongst all stakeholders. 
We covered key areas including projects timelines, cost structures, and the latest in digital 
marketing tactics in our audience. Attendees asked very perceptive questions that pointed 
up both challenges and opportunities and everyone left clear on what would happen next. 

Next steps were clearly defined as the meeting came to an end. We provided a timeline for 
submitting proposals, with a deadline of November 1, 2025, and we also discussed the 
potential to schedule additional meetings to focus on the specifics of the project or to answer 
any other questions that arise. The meeting was officially called to adjourn at 12:00 PM, with 
sincere gratitude expressed to each and every attendee for their time, thoughts, and interest 
in working alongside Chocolate Creations Family. 
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2d) 

Report on Root Cause Analysis of Chocolate 

Labelling Issue To: Amy Carpenter (Teds Daughter) 

Prepared by: Miss Angel Yaba 

Date: 20/03/2025 

The following report discusses the underlying causes regarding the two incidents with the 
mislabelled boxed chocolates at Chocolate Creations and includes a number of 
recommendations that can help reduce the chances of such incidents happening in the 
future. Not only has this mistake cost the company customer satisfaction, but it has led to 
returns around the world and an extensive recall. 

Due to this labelling mistake, there is a risk of customers being bothered because they do 
not have the correct product information. This has made it all the more important for the 
company to safeguard its brand image, customer loyalty, and operational effectiveness. 

Methodology In order to have an analysis of the root cause of this labelling issue, we will be 
using 5 Whys, a simple solution-based tool to identify the root cause of a problem. This 
following method is based on repeatedly asking the question "Why?"; it can be helpful in 
breaking down the problem. until we get to the root of the problem. 

Root Cause Analysis The problem is the improperly labelled boxed chocolates. When 
queried on why the chocolates were labelled incorrectly, the business response revealed a 
mismatch between production and labelling specifications. This was due to an oversight 
around a consistency check that was skipped before applying the labels. It was discovered 
that the production team had assumed the earlier runs were labelled correctly and had thus 
not systematically checked each batch. The assumption was borne out of having little 
checks or protocols in place to ensure quality control. In summary, this lack of firm protocols 
come as a result of existing production management practices that are not integrated with 
routine audits and updates the quality control documentation. This, however, has cultivated 
a complacent culture wherein the chances for errors have skyrocketed. 

Recommendations In order to respond to the identified root causes, a laundry list of 
recommendations have been put forth. The first and foremost thing to ensure is to conduct a 
quality check list that should be created for every step of the labelling process. This 
checklist would then include comparison of the production specifications to product labels, 
as well as validation that each step in the labelling process has occurred. Also, 
implementing regular training sessions with the production team regarding quality 
assurance and best practices for correct labelling will ensure that company policies are 
clarified. There is also another important recommendation around upgrading production 
management systems. This investment should combine labelling checks with production 
schedules such that some quality control checks can be automated and alerts triggered in 
the event of discrepancies. Also, implementing a feedback loop will provide a mechanism 
for frontline employees to flag problems or concerns about production inefficiencies and 
labelling errors. It will also help foster a culture of accountability and continuous 
improvement. Additionally, in order to verify compliance with all standards relating to 
labelling, it is important to include regular audits of quality compliance, including production 
practices, labelling, training of staff, etc. 
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While also training on integrity and compliance for production operations this scenario at 
Chocolate Creations recently reviewed highlights the importance of systematic quality control 
processes. This approach will ultimately serve to mitigate against such issues in the future, 
significantly improving customer experience and reducing operational costs. 

Next, we will present our findings and recommendations to the production team to gather 
their feedback. A timeline for achieving the recommended changes will also be developed, 
and the results of the implementation of these new measures will be closely monitored to 
determine their impact. 

Appendices Appendix A will consist of a sample of a quality control checklist, and Appendix 
B is a suggested timeline for training sessions. Finally, Appendix C discusses production 
management system choices. 

 

 

For additional information on this report please contact: X Business 

Support Assistant Email: X@ChocolateCreations.com 

Contact No: 07236 123456 

 

mailto:X@ChocolateCreations.com
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Task 3 – Policy Development 
 

 
Assessment number  
(eg 1234-033) 

8715-313 

Assessment title Occupational specialism  

 
Candidate name <first name> <surname> 

City & Guilds candidate No. ABC1234 

 
Provider name <provider name> 
City & Guilds provider No. 999999a 

 

Task(s) 3 

Evidence title / description • Draft complaints policy, including flow chart of the 
process   

• Proposed action plan with SMART targets   
• Presentation slides that outline the business case for 

the proposal   
• Observation Record Form  

 

Date submitted by 
candidate DD/MM/YY 
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Task 

Task 3 –Business Case  
  
The Production Manager is concerned with the ethical issues impacting on the company’s  
reputation. Recent media coverage has also highlighted instances of unethical practice (e.g.  
bribery and acceptance of high value gifts/hospitality), unethical working conditions and  
modern slavery in the cocoa supply chain. Considering this, the company wants to send a  
message to customers and suppliers that they take these issues seriously as part of an  
ethical business approach.  
  
You may use the Internet for this task.   
  
You must:   
  

a) Research Modern Slavery Policies that are used by similar organisations to 
regulate staff and supplier behaviour and identify features that could be used 
by Chocolate Creations.  
 

b) Draft a proposed Modern Slavery Policy for Chocolate Creations. This should 
include a flow chart that documents the process of escalating any modern 
slavery issues reported in the supply chain. 

 
c) Outline the behaviours and actions the Senior Management Team can take to 

embed this new Modern Slavery Policy into company operations to ensure 
suppliers follow its demands. 

 
d) Create a presentation to put forward a business case for your proposal to be 

delivered to the Production Manager. Explain in detail how this new policy 
should reduce the risk of supply chain problems. You are required to provide 
justifications for any recommendations you make.  

 
e) Deliver the presentation to the Production Manager in order to gain approval 

for introducing the new Modern Slavery Policy and support for your 
recommendations. The presentation should last for approximately 15 
minutes.  

Resources:  
• Assignment Brief   
• Internet  
• Figure 1: House Style 
• Figure 6: Organisation Chart 

  
Conditions of assessment:  

• The maximum time allocated for this task is 6 hours, including a maximum 15 minute 
presentation  

• You must carry out the task on your own, under controlled conditions   
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• Your tutor will be required to take on the role of the Production Manager at Chocolate 
Creations.  
 

What must be produced for marking that marks will be awarded for:   
• Evidence of research of Modern Slavery Policies (including citation of sources) 
• Draft Modern Slavery Policy 
• Outline of senior management behaviours and actions to embed new ethical code  
• Presentation slides that outline the business case for the proposal  
• Recording of presentation  
• Observation Record Form  
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Candidate evidence 

 

BUSINESS CASE FOR 
IMPLEMENTING A MODERN 

SLAVERY POLICY AT 
CHOCOLATE CREATIONS 

ADDRESSING SUPPLY CHAIN RISKS 
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WHY THIS POLICY MATTERS 

•  Chocolate Creations has faced supply 

chain issues, including product recalls, 

ingredient tampering, and customer 

complaints. 

• Global concerns around modern slavery in 
supply chains are 

increasing, requiring companies to act 

responsibly. 

2 
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Current Supply Chain Risks 

  
Supplier Integrity Concerns: Instances of sub-standard 
ingredients, labelling errors, and product recalls raise questions 
about supplier compliance. 

Reputational Risk: Modern slavery scandals can damage customer 
trust and result in legal repercussions. 

Operational Disruptions: Supply chain issues can lead to delays, 

increased costs, and 
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WHAT THE POLICY COVERS 

Clear Ethical Guidelines: Chocolate Creations will establish 
strict supplier requirements for ethical labour practices. 

Supply Chain Audits: Regular third-party and internal audits will ensure 

compliance. 

Whistleblowing & Reporting: Employees and suppliers will have a 
safe, anonymous way to report concerns. 

Corrective Action Plans: Non-compliant suppliers must implement 
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5 

WHY CHOCOLATE CREATIONS 
NEEDS THIS POLICY 

• Regulatory Compliance: Aligns with UK Modern Slavery Act 
2015 and international labour laws. 

• Risk Reduction: Helps prevent supplier fraud, forced labour, and 
unethical practices. 

• Customer Confidence: Consumers prefer brands with ethical 
sourcing and sustainability commitments. 
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6 

HOW THIS POLICY WILL REDUCE 
SUPPLY CHAIN ISSUES 

Stronger Supplier Vetting: Ensures only trusted, 
ethical suppliers are used. 

Fewer Product Recalls: Reduces the risk of sub-
standard ingredients and labelling errors. 

Improved Product Quality: Ethical sourcing 
improves consistency and trust in our products. 
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STEPS TO ROLL OUT THE MODERN 
SLAVERY POLICY 

7 

1.Develop Policy & 
Approve with Senior 
Leadership (Month1) 

2.Communicate Policy to 
All Suppliers & Staff 

 

3.Launch Supplier Audits 
& Risk Assessments 

  

Set Up Reporting & 
Whistleblowing 
Channels (Month 4) 

Provide Training for 
Employees & Suppliers 

  

Monitor Compliance & 
Enforce Corrective Actions 
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COST VS. LONG-TERM 

 1. Initial Investment: 
Supplier audits: 
£10,000 per year 

2. Training programs: 

£5,000 

3. Policy development 
& legal consultation: 

 

Long-Term Benefits: Reduced 
recall costs and supply chain 

 
Avoidance of fines or 

 
damag

 
Strengthened brand value 
and customer loyalty. 

Improved supplier relationships 
leading to more reliable sourcing. 

8 
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HOW WE WILL 
TRACK POLICY 
EFFECTIVENESS 
Reduction in product recalls and supplier-

related issues. 

Increased compliance from suppliers (audit 
pass rates above 95%) 

9 
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THE NEXT STEPS FOR CHOCOLATE CREATIONS 

The Modern Slavery Policy is a crucial step in securing 
ethical and high-quality production. 

Strengthening supplier oversight will improve supply chain 

reliability and reduce risks. Investing in compliance and 

training ensures long-term financial and ethical benefits. 
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Task 3 – Research Modern Slavery Policies and Draft a proposed Modern Slavery Policy 
and outline the behaviours and actions Modern slavery, encompassing forced labour and 
human trafficking, remains a significant concern in global supply chains, particularly within 
the cocoa industry, where exploitation has historically been a deeply rooted and persistent 
issue. In response to these unethical practices and the need to ensure fairness and humane 
treatment of the workers involved in the both production and supply of raw materials and 
intermediate supplies to manufactures many well-established and reputable chocolate 
manufactures have developed and implemented comprehensive, robust and far-reaching 
modern slavery policies to govern not only their own staff but also the behaviours, practices 
and operations of both supplier and third-party partners. The policies are formed in 
accordance with the human rights and international labour standards, ensuring that neither of 
them is affected by the human right violation: exploitative labour practices in any form in both 
production and the supply chain. Because Chocolate Creations is a company that focuses on 
sustainability, quality, and ethical production, it can draw a great deal of inspiration from 
these existing policies and implement key aspects to support its own focus on corporate 
responsibility, fair trade, and worker protection. 

Perhaps most crucial in any modern slavery policy, that commitment to human rights, fair 
labour principles, and ethical sourcing must appear in writing in an unambiguous, formal and 
binding fashion free of vagaries. Many of its best-known chocolate makers publicly denounce 
every instance of modern slavery, forced labour, child exploitation and human trafficking and 
reiterate their commitment to ensuring all workers in their supply chain are treated with 
dignity, fairness and respect. Publishing such commitments in an accessible and transparent 
way helps these companies show their strong commitment to ethical, sustainable labour 
practices while also letting suppliers and consumers know that they will not condone 
exploitation at any level of their operation. Chocolate Creations might consider doing the 
same by issuing an official statement to its commitment to upholding the highest ethical 
standards, and vowing to work only with those whose practices align with those values, 
thereby enhancing its status as an ethical and socially responsible company. 

Key components of modern slavery policies among chocolate manufacturers include robust 
and ongoing risk assessment and due diligence processes that allow manufacturers to 
identify, mitigate and eradicate potential instances of forced labour or human trafficking in 
their supply chains. Given the historical shadow of modern slavery, especially in cocoa 
growing regions with low incomes and little regulation, responsible companies that are truly 
serious about stopping modern slavery are conducting regular and thorough reviews of the 
suppliers to identify any exploitation taking place. These assessments of risk are usually 
undertaken through independent audits, on-the-ground investigations, and partnering with 
human rights organizations, guaranteeing that no part of the supply chain is missed. For 
example, a stringent risk assessment framework, with a strong emphasis on transparency, 
accountability, and early intervention, publishes information from suppliers and ensures they 
are bona fide, ethical sourcing suppliers, and that any potential labour abuses can be  
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addressed early and immediately. 

Many increasingly respond by developing and enforcing a Supplier Code of Conduct, which 
explicitly defines the expectations, responsibilities and obligations of all suppliers and third-
party partners for continuing to do business with the company. Such codes of conduct often 
contain specific clauses that ban forced labour, child labour, discrimination, and exploitative 
work environments, and mandate adherence to all applicable labour laws as well as 
international human rights standards. In fact, the majority of firms take it even further, drafting 
legally binding agreements that hold suppliers accountable to these standards, often 
threatening extreme penalties, including contract termination and legal action, in the event of 
noncompliance. Chocolate Creations should definitely implement the same approach in their 
relationships and develop a Supplier Code of Conduct that holds all business partners 
accountable to uphold fair and ethical labour practices to keep its supply chain free from 
modern slavery and human rights abuses. 

One of the most powerful tools that many forward-thinking chocolate manufacturers employ 
in their fight against modern-day slavery is training: regular and extensive training programs 
to keep employees, suppliers, and stakeholders up-to-date on the risks of forced labour, 
human trafficking, and abusive work environments. It also further increases the awareness 
among all roles and equips them with the knowledge of how to identify, report and put 
measures in place to prevent modern slavery in the supply chain. This helps organizations 
create a culture of prevention and accountability within both their direct and broader supply 
chains. Chocolate Creations can take clue from this strategy by introducing mandatory 
training sessions for its workforce and suppliers, making sure that all those who contribute to 
the production and delivery of its products are well-versed in ethical labour standards and are 
bound to comply with them at all times. indeed, responsible chocolate manufacturers will not 
stop at self-regulation but will implement stringent monitoring and auditing to ensure 
compliance with policies regarding anti-slavery. External human rights organizations perform 
regular audits, surprise inspections and independent assessments, ensuring high ethical 
standards and preventing instances of forced labour from remaining undetected. And with 
solid oversight protocols, these businesses are making a powerful statement that CSR isn't a 
mere catchphrase and that they will enforce fairness and justice throughout their 
organizations. "Monitoring systems would bring a huge benefit to Chocolate Creations 
closing the gap between written policy and real practice, giving more weight to its 
sustainability and ethical sourcing claims. 

In addition to their own in-house initiatives, many ethical chocolate producers also work 
alongside globally renowned organizations, such as the International Cocoa Initiative (ICI) 
and Fairtrade, to address the issues of child labour, forced labour and human trafficking in 
the cocoa supply chain such innovations are supported through partnerships that give 
companies access to valuable resources, research, and expertise while having the ability to 
engage on industry level, systemic change. And by collaborating with other actors, 



 

8715-313 Occupational Specialism – Summer 2025 Pass Grade SEM (v1-0) 71 

corporations can make a much bigger difference in labour conditions and sustainable 
practices. Engaging with similar initiatives will not only enhance the perception of Chocolate 
Creations as a brand but also shows its commitment to social responsibility and a joint effort 
to erase modern slavery from the cocoa trade. Finally, and perhaps most importantly, 
transparency is a critical element of any successful modern slavery strategy, and that is 
realized through the routine public disclosure of reports and statements outlining the 
company’s work, challenges and results in tackling labour exploitation. Most of the top 
chocolate manufacturers provide annual Modern Slavery Statements summarising the 
actions they have taken to combat labour abuses in their supply chains, the results of their 
risk assessments and audits, and what will be done in the future to reinforce their policies. 
Companies that are open about their initiatives improve their accountability further, while 
gaining the confidence of consumers, investors, and regulators. In addition to this, Chocolate 
Creations can promote its credibility and public trust by committing to full transparency, so all 
stakeholders know exactly what the company is doing to uphold human rights and ethical 
business practices. 

Incorporating these important elements into its policy on modern slavery will substantially 
enhance Chocolate Creations efforts to prevent forced labour and unacceptable working 
conditions, ensuring that all aspects of its business practice meet the highest possible ethical 
and moral standards. By implementing all these measures, together with other various tools 
such as transparency and regular accountability, in this way we can ensure responsible and 
equitable supply chains that are essential for the fairness, justice and human dignity 
wherever the company operates. This would not only support Chocolate Creations’ 
reputation as an ethical and socially responsible business, but most importantly would 
confirm that its products are created in good faith, positively influencing both the lives of 
workers and the confidence of consumers. 

3b 

Modern Slavery Policy — Chocolate Creations Introduction Chocolate Creations strongly 
believes that all human beings have the right to dignity and respect. As an ethical 
manufacturer of chocolate, we believe it is our responsibility to respect the Human Rights of 
all our staff, supply chain and customers. Chocolate Creations is therefore committed to 
identifying, preventing and addressing any forms of modern slavery including forced labour, 
human trafficking and other exploitive practices; the prevalence of which is regrettably 
common within global supply chains. This Modern Slavery Policy demonstrates our 
commitment to act ethically and to do business responsibly. It is an overarching framework; 
however, we have made additional progressive steps to mitigate the risk of modern slavery 
within our operations which is reflected in this policy.  

Policy Statement Chocolate Creations does not tolerate modern slavery in any of its forms. 
We are committed to doing business in a manner that we believe is incompatible with and 
does not lead to human trafficking, forced labour, or to the exploitation of individuals. This 
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commitment extends to our employees, suppliers and any third parties we interact with in the 
course of our business operations. We shall closely work with our suppliers to make them 
aware of our expectations relating to human rights and labour standards and also the grave 
consequences of non-adherence to our policy. Our goal is to sustain a corporate culture that 
permeates the entire organization, where ethics are not just taught in abstract terms but 
where all of our employees are empowered to push back against any practice that stands in 
the way of the dignity of human life. Scope It covers all Chocolate Creations employees, 
managers and business units, including contractors, suppliers and third-party partners. All 
individuals and organizations conducting business under the auspices of Chocolate 
Creations are responsible for adherence to this policy.  

This includes such activities as due diligence and monitoring of suppliers to ensure it aligns 
with our policy objectives. Moreover, at every stage of our supply chain, we are committed to 
combating against modern slavery, as reflected by the principles of this policy. Risk 
Assessment & Supplier Due Diligence Chocolate Creations and our Modern Slavery Policy 
or Supply Chains Policy will conduct rigorous risk assessments of our supply chain to identify 
where modern slavery may exist. This includes periodically conducting full audits, reviews, 
and assessments of our suppliers' practices and labour conditions. Retrospective measures 
involve suppliers declaring their labour practices and assessing risks in their operations — 
including location, sector, and past performance. We will develop international supplier codes 
of conduct that cover modern slavery and labour rights, as a part of our commitment to 
ethical labour practices. Failure of suppliers to meet standards will lead to termination of 
contracts and further actions as deemed necessary to maintain the integrity of our supply 
chain.  

Training and Awareness- The training will seek to raise awareness of modern slavery, 
including identification and proper reporting mechanisms. Regular staff training sessions will 
enable employees to identify risks and strengthen our shared responsibility to uphold ethical 
labourpractices. This includes our suppliers, who will be trained as well, to ensure we have 
common goals to prevent modern slavery and to be able to identify situations of modern 
slavery within their work. Chocolate Creations can exercise prevention and bolster its 
commitment to ethical practices by cultivating a culture where it feels comfortable to speak 
out against unethical actions.  

Reporting Mechanism and Escalation Process To tackle modern slavery effectively, 
Chocolate Creations has developed a protocol where employees, suppliers and other parties 
can confidentially report concerns regarding modern slavery in our supply chain and no one 
will face any backlash if they report a concern. Upon receiving a report of a violation, the 
reported issues will be recorded and examined in an appropriate timeframe. However, our 
designated personnel from our compliance team make sure that any allegation is put under 
consideration and treated seriously.  
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The flow chart below shows the process for how we escalate modern slavery concerns in our 
supply chain: Any employee, supplier, subcontractor and other stakeholder can report any 
suspected case of modern slavery using our designated reporting system (including email, 
hotline, or anonymous form).  

[Modern Slavery Concern Identified]  

 |  

 v  

[Report Submitted via Whistleblowing Mechanism or Directly to Management]  

 |  

 v  

[Initial Review Conducted by Compliance & Ethics Team]  

 - Gather preliminary evidence  

 - Assess credibility of report  

 - Determine severity of the issue  

 |  

 v  

[Investigation Launched (If required)]  

 - On-site audits & interviews  

 - Third-party human rights assessment  

 - Supplier engagement for clarification  

 |  

 v  

[Findings Evaluated by Senior Management & Legal Team]  

 - If minor violation → Corrective action plan issued  

 - If severe violation → Immediate contract suspension  

 |  

 v  

[Remediation & Corrective Action Plan]  

 - Supplier must implement corrective measures  

 - Continuous monitoring for compliance  

 |  
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 v  

[Final Review & Reporting]  

 - Formal report to authorities if required  

 - Policy improvements & training updates  

First Assessment: The compliance team conducts the first assessment of the report for the 
validity and seriousness of the issue. They will determine if immediate action is needed to 
protect possible victims.  

Investigation: A timely and thorough investigation will be appropriate to determine if any 
action is necessary, including interviews of relevant witnesses and review of relevant 
documents. When advised of a report, an action plan will be created based on the 
investigation results, which could include immediate corrective measures, a referral to a law 
enforcement agency/and or to remediation resources for those impacted.  

Follow-Up: As appropriate, the results will be shared with the reporting individual and actions 
will betaken to remediate the threat and/or to prevent the exploit of any existing 
vulnerabilities in our supply chain. Signage and Messaging: To further highlight our stance 
against modern slavery, Chocolate Creations will display messaging about this policy on our 
website and, for our customers, in store. Conclusion We are committed to being an ethical 
business and do not practice modern slavery directly or in our supply chains.  

This Modern Slavery Policy describes our commitment to eliminating exploitation and 
respectinghuman rights in all areas of our business. All employees must act as stewards of 
these values, championing a corporate culture rooted in respect for human dignity and 
ethical action. We recognize that combating modern slavery is not something we can do 
alone, but rather something that requires combined efforts, and we are committed to working 
closely with our stakeholders to make sure we are making a positive impact on the lives of 
those affected by this horrific reality. 

3c) 

In order to achieve the effective integration of the Modern Slavery Policy in the everyday 
business of Chocolate Creations and to ensure supplier compliance, the Senior Management 
Team must take a holistic approach that focuses on leadership, accountability and 
continuous improvement. The Senior Management Team is the most important in walking the 
walk as the culture their commitment to ethical practices creates will echo across the rest of 
the organization. Leading the way in a proactive way at the highest level with the Modern 
Slavery Policy is the best way to communicate that this matters, while also creating your 
organization with the expectation that ethical behaviour and the protection of human rights 
and the people who stand up for them are non-negotiable.  

Above all, one of the steps the Senior Management Team can take is regularly to highlight – 
at all times and in all forums – the organisation’s commitment to fighting modern slavery. To 
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do so, internal and external communication measures, including company meetings, 
newsletters, and corporate social responsibility reports, could be utilized. Management 
makes it clear to employees, suppliers and other stakeholders that the policy is important, 
and that organisations expect their members to align their behaviour with these fundamental 
values. Implementing this communication strategy needs to be well beyond simple rhetoric; it 
needs to be aligned with firm commitments and achievable targets to illustrate Chocolate 
Creations' determination to remove modern slavery from its operations and supply chain. 

Additionally, it is critical for the Senior Management Team to define its role and the roles of 
others in enforcing the Modern Slavery Policy and in monitoring its effectiveness. This means 
designating relevant roles to members of the management team and ensuring that there are 
suitable checks and commitment on all levels of the organization. The policy should also hold 
senior leaders accountable not only for implementation but compliance as they engage with 
suppliers. To facilitate this proactive engagement, companies will need to hold periodic 
meetings with suppliers to discuss expectations, possible risks, and opportunities to mitigate 
labour abuses in the supply chain.  

Additionally, this hands-on approach would push the suppliers towards aligning their 
operations with the company's ethical standards in order to address issues related to the lack 
of urgency and collaboration. Also, to emphasize accountability, the team should implement 
measures where they measure supplier alignment with the Modern Slavery Policy. Metrics in 
this area may include reports of compliance, indicators from audits, and feedback from 
relevant stakeholders. These metrics are integrated into regular Supplier Performance 
Reviews, which the Senior Management Team conducts with each supplier, helping to create 
a culture of both recognition and reward for ethical behaviour, as well as an emphasis on 
corrective action and improvement where necessary.  

This focus on measurable outcomes demonstrates a serious approach to addressing modern 
slavery throughout all levels of the organization. To complement the use of accountability 
structures, the Senior Management Team can focus on implementation of the Modern 
Slavery Policy through investing in training and awareness amongst its employees and 
suppliers about modern slavery and the consequences of non-compliance.  

The management team organizes extensive training programs, workshops, and seminars 
highlighting the indicators of modern slavery, the implications on society, and the ethical 
duties of companies, thus equipping stakeholders with the information required to identify 
and tackle potential issues. These training programs should not only be aimed at employees 
but should be implemented on suppliers so they can understand the significance of their role 
in preventing modern slavery and maintaining ethical practice in supply chain. Thus, 
Chocolate Creations not only creates an educated labour force, but also partners with 
suppliers who recognize the same degree of education and match the ethos of the company. 
Combining this with ongoing education opportunities and easily accessible knowledge 
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resources will create an environment of awareness regarding such attacks as the business 
works to secure its place in an interconnected way of business throughout its supply chain.  

As a means to reinforce the inclusion of the Modern Slavery Policy in day-to-day operations, 
the Senior Management Team should introduce feedback channels that facilitate discussions 
of employee concerns, suggestions, and experiences related to labour practices. 
Management sends clear signals about the need for all employees and suppliers to report 
suspicions or breaches of the policy without fear of recrimination by creating an environment 
in which they feel comfortable to do so. This could include creating anonymous reporting 
channels for stakeholders to mention their concerns, regular surveys, and forum discussion 
boards, which offer employees an opportunity to raise questions about the policy and 
discussion points around improving the policy itself. These efforts not only enable individuals 
to champion ethical behaviour, but they also underscore our shared commitment to the 
principles of the Modern Slavery Policy. 

Additionally, the feedback obtained through these mechanisms can inform future changes 
and adaptations to the policy, allowing Chocolate Creations to be responsive to emerging 
challenges and evolving best practices in the fight against modern slavery. This is evidence 
that even if the Modern Slavery Policy is written up and approved but not actively put in place 
by the Senior Management Team of Chocolate Creations, it would be rendered ineffective. 
Encouraging ethical orientation and human rights promotion at the workplace through 
identification, formulating strategies and implementation by showing leadership, 
accountability structures, avoidance of bad practices, communication with employees and 
training on human rights standards should be the role of management. This multi-focal 
method not only integrates Chocolate Creations' business with their vision towards modern 
slavery but also crafts a dynamic supply chain upholding the principles of righteousness and 
demanding suppliers' accountability for their part in preserving the safety and dignity of every 
worker in the production chain. This not only protects the image of the company but also 
creates a culture of trust and transparency with consumers, stakeholders, and partners, 
ensuring Chocolate Creations an enduring place as a frontrunner in ethical chocolate 
manufacturing 
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Occupational Specialism Observation Record 
(Task 3 Research and devise a business case for a new policy) 

8715-30 T Level Technical Qualification in Management and Administration 

8715-313 Business Support  

Candidate name  

City & Guilds candidate No.  

Date  

 
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. Notes do not need to duplicate information that will be seen by markers in other 
evidence submitted for the task, eg presentation slides, instead they should focus on things that are observed. 
 

Evidence of reasons for business case 

Brief introduction of business case, was read through from slides through the presentation 

 

Reasoning for why implementation is necessary, which is built upon 

Implementation was briefly read through from the slides with minimum explanation of  

 

Consideration for the audience 

Briefly explained 

 
 
Communication tailored to internal stakeholders 

- Tone, language, and structure 
- Positively influencing internal stakeholders 
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Tone and language was not strong enough to convince stakeholders especially during question time.  

 

Any other aspects 

Most questions asked were not answered properly  

 

Tutor signature Date 

  

If completing electronically, double click next to the ‘X’ to add an electronic signature once the record is finalised
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Task 4 – Prepare Documentation  
 

 
Assessment number  
(eg 1234-033) 

8715-313 

Assessment title Occupational specialism  

 
Candidate name <first name> <surname> 

City & Guilds candidate No. ABC1234 

 
Provider name <provider name> 
City & Guilds provider No. 999999a 

 

Task(s) 4 

Evidence title / description • Travel Itinerary with costs   
• Evidence of quotations in line with the organisation 

procurement limits   
• Sign-off approval request   

 

Date submitted by 
candidate DD/MM/YY 
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Task 

Task 4 – Prepare Documentation  
  
A new Procurement Manager has been appointed at Head Office and is keen to make a  
good first impression in light of recent supply chain problems. The CEO believes an injection  
of new ideas and efforts from a new supplier may freshen things up. He has compiled a list  
of potential suppliers, in order of interest, that he would like you to consider. The CEO has  
requested that all the suppliers on the list are met either remotely or face to face. The top  
three suppliers on the list need to be visited to discuss the company’s needs and get a real  
feel for who would best fit with the work ethics and values of Chocolate Creations.  
 
The CEO has asked you to support the new manager and book appointments in the diary  
with the suppliers over the next 2 months. You need to prioritise the suppliers when  
arranging meetings and be smart with use of the manager’s time considering: 
  

• Scheduling of meetings and time required 
• Any travel arrangements required and accommodation needed 
• The manager’s availability and already scheduled events 
• Providing quotes and evidence to meet the organisation’s procurement guidelines 
• Confirming arranged meetings in the manager’s diary  

 
The new manager will not need accommodation for the days that they are based at the  
Bristol Head Office. 
 
You may use the Internet for this task.   
  
You must:  

a) Confirm appointments in the diary of the new Procurement Manager and arrange 
meetings and visits with potential new suppliers.  

 
b) Provide a breakdown of costs for approval for any travel required, overnight stays and 

accommodation and any other additional costs. Chocolate Creations have agreed a 
meal allowance for overnight stays of £35 per person for an evening meal. If required, 
mileage for travelling by car is paid by Chocolate Creations at a standard rate of 45p 
per mile. (Quotes and estimated prices need to be provided and signed off in line with 
procurement guidelines) 

 
c) Write an approval request with a clear rationale for sign-off of your chosen travel 

options to the appropriate manager. You should also outline any authorisation 
required as part of the request.  

 
Resources:  

• Assignment Brief   
• Internet  
• Figure 1: House Style 
• Figure 7: Procurement Guidelines 
• Figure 8: Online Diary of New Procurement Manager for May and June 2025 
• Figure 9: List of Main Suppliers – In Order of Priority from the CEO  
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Conditions of assessment:  
• The maximum time allocated for this task is 3 hours  
• You must carry out the task on your own, under controlled conditions   

  
What must be produced for marking:  

• Scheduled appointments 
• Travel plan and estimated costs (including options for travel, accommodation and 

estimates of subsistence required)  
• Evidence of quotations in line with the organisation procurement guidelines  
• Sign-off approval request   
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Candidate evidence 

The challenge for the Senior Management Team at Chocolate Creations is to incorporate 
the Modern Slavery Policy into the operations of the company for the demands of which the 
suppliers will have to abide by, and to do this requires a holistic approach involving 
leadership, communication, training, and monitoring. First, the Senior Management Team 
must walk the talk, and show their commitment to ethical labour practices in their own 
operations and supply chain. This starts with a prominent expression of support for the 
Modern Slavery Policy with clear emphasis from management about its importance in 
company meetings, internal communications and public forums. And by including 
discussions on modern slavery and ethical sourcing in the organizational dialogue, 
management reinforces the message that ethical practices are implemented top to bottom. 
In addition, senior leaders may also join supplier meetings to reinforce expectations about 
compliance with the Modern Slavery Policy, setting a tone of accountability and 
transparency critical for creating a culture of respect and hard work in the organization. 

And finally, robust training programs are required for the internal staff as well as the third-
party providers. The implementation of compulsory training sessions on the Modern Slavery 
Policy and its impacts for compliance with law, ethical action, and the societal implications of 
modern slavery. 

This training should involve real-life scenarios and case studies that highlight the 
challenges of modern slavery, equipping employees and suppliers to identify warning signs 
and know their roles in fighting these practices. When the “who” understands the “what,” 
“how” and “why” the policy exists, they can serve as proactive stewards of the policy by 
having the confidence and training to identify potential concerns before they become real 
issues. Frequent refresher courses can also be arranged for keeping one's knowledge up to 
date and to keep the conversation on the topic fluid. This continued dedication to education 
is a message to employees and suppliers alike that ethical labour practices are not merely 
for show. for addition to the list of what has been expected, but rather a part of their 
organizational culture that will need to be actively nurtured. 

Moreover, setting up open and supportive means of communication is essential for ensuring 
a clear flow of information concerning the Modern Slavery Policy. And for both internal and 
external to voice concerns, questions and feedback about the policy and its 
implementation. Management can run a dedicated helpline or online portal for employees 
and suppliers to raise concerns or questions to promote free communication. advice 
anonymously. And its very availability encourages transparency and accountability and 
underscores the commitment to input from all levels and seriousness of purpose in actively 
pursuing an ethical supply chain. Regular updates and While communications from 
management about the status of compliance, investigations of reported problems, and 
success stories of ethical behaviour can help further promote engagement and initiative. 
Regular dialogue ensures the Senior Management Team reiterates its commitment to the 
principles enshrined in the Modern Slavery Policy and welcomes the continued 
engagement amongst all relevant stakeholders. 
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A further important step that the Senior Management Team can take is to build compliance 
with the Modern Slavery Policy into supplier performance reviews and assessments. 
Through instituting and enforcing ethical labour practices requirements as part of the 
supplier selection and evaluation process, management emphasizes the compliance with 
the policy and encourages suppliers to embrace these principles in good faith. Contracts 
with suppliers must explicitly specify senior leaders, who should make sure. compliance 
requirements for the Modern Slavery Policy and the consequences of non-compliance with 
this Policy, which include but is not limited to termination of the contracts or exclusion from 
future bidding processes. In addition, the administration can create and deploy a scoring 
system that assesses suppliers not just on how they meet product specs and pricing but 
also on their compliance with ethical labour practices. By creating this performance 
assessment, management fosters a competitive atmosphere in which suppliers are 
encouraged to uphold professional principles, as their adherence will directly affect their 
working relationship with Chocolate Creations. 

And the Senior Management Team need to step up the company’s commitment to 
transparency by publishing modern slavery initiatives and outcomes. This may entail the 
publication of an annual sustainability report featuring metrics related to compliance with the 
Modern Slavery Policy, status of the supply chain, audit findings, and the results of training 
initiatives. Management holds itself accountable to both internal and external stakeholders 
by openly sharing accomplishments and lessons learned. whilst building community trust 
and credibility. Moreover, this transparency can help customers understand the company’s 
ideology in business ethics, attracting a demographic that values corporate social 
responsibility. Engaging across companies, engaging with industry organizations and 
coalitions focused on eradicating modern slavery can also play a significant role in these 
efforts, by enabling collaboration and sharing best practices. Taking an active role in such 
initiatives not only raises awareness for It helps Chocolate Creations, yes, but it also 
magnifies its effects, being part of an initiative to fight modern slavery in the world. To sum 
up, an effective embedding of the Modern Slavery Policy throughout the business is only 
achievable through a multi-faceted process that is yet led from the top – the Senior 
Management Team. Referential Articles of Recent Developments By modelling desired 
behaviours, providing extensive training, and fostering a supportive Establishing 
communication channel, embedding compliance into suppliers' evaluations and pledging 
transparency are some of the step’s management can take to build an organizational culture 
that prioritizes ethical labour practices, taking a stand against modern slavery. These actions 
collectively encourage participation from employees and suppliers alike in order to ensure 
that the requirements of the Modern Slavery Policy are not simply recognized but are 
ingrained within the ethos of Chocolate Creations, leading towards a more responsible 
supply chain. 
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4b) 

With the recent hire of a Procurement Manager at Head Office, it is a pivotal moment for 
Chocolate Creations given the current challenges in the supply chain. In order to seize this 
opportunity, the CEO has determined the need for additional suppliers and has prioritized 
engaging three potential suppliers he thinks could bring new ideas to the procurement 
process. To ensure we start on the right foot, it is important to have considered organizing 
the meetings with these suppliers, either remotely or in person, in the next two months. This 
essay will detail a plan that covers scheduling, travel arrangements, accommodation and an 
appropriate budgetary consideration in line with the organisation procurement guidelines. 
To begin, a timetable for meeting separately with each supplier will need to be set up. 
Scheduling requires careful consideration, so that existing commitments of the new 
Procurement Manager are not disrupted, while still keeping these key Procurement events 
front and centre. meetings. It is best to schedule each meeting to one to two hours of time 
for a distance discussion. As an example, in a hypothetical scheduling system, let’s assume 
the manager could possibly meet each supplier on the proposed date as follows: Supplier A 
on October 10, 2023, Supplier B on October 16, 2023, and Supplier C on October 26, 2023. 
This staggered daily schedule allows time to prepare between meetings, giving the 
manager time to process the key takeaways from each preceding conversation before the 
next. 

Once this meeting schedule has been created, it is important to determine what travel is 
required for these meetings. For example, if any of the suppliers happens to be based out 
of town, then arrangements have to be made to bring them over in a timely manner. If the 
manager decides to make some mileage payments on the basis of how many miles each 
supplier travelled, and there is a fixed reimbursement of 45p per mile. So, if Supplier A is 
100 miles from the head office, the total mileage cost would be: Supplier A Mileage: 100 
miles x £0.45 = £45.00. Following this process, if Supplier B is 150 miles away: Supplier B 
Mileage: 150 miles x £0.45 = £67.50. And if Supplier C is 120 miles away: Mileage to 
Supplier C: 120 miles x £0.45 = £54.00 

With the aggregation of travel distances, it will be important to have an unambiguous log 
that can eventually be used for reimbursement requests. The cumulative mileage estimates 
so far would add up to Alluding to the evidence for these three trips being £166.50, how to 
ensure your spending is accurately documented, and that the basis is adhered to? 
Accommodation expenses if an overnight stay is required comes next. Decent hotels close 
to supplier locations currently cost £80 to £150 a night at market rates. Cloud A Pricing 
(example-based estimates) For accurate budgeting, assume the following for our estimates: 
Supplier A: £100 — overnight stay. Supplier B: £120 for an overnight stay. Supplier C: One 
night £90. So, accommodation expenses can be summarized in: Supplier A: £100 for 1 
night. Supplier B: £120 for 1 night Supplier C — 1 night: £90 

If overnight accommodation is, indeed, required, this means a total cost of £310 for 
accommodation with all three suppliers. 
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Also take into consideration overnight meal allowances, which are £35 per person for 
dinner. It will be at most 10 new Procurement Manager works outside, for each night when 
not engaging, assuming the new Procurement Manager needs dinner, the costs will be 
calculated: Supplier A: £35. Supplier B: £35. Supplier C: £35. These combine to give the 
meal cost as £105 for the three journeys. 

Total costs will thus have to be clearly broken down for approval: Total Mileage Cost: 
£166.50 Grand Total for Accommodation: £310.00 Total Meal Allowance: £105.00 When 
we combine these costs, we get an overall budget request of: This calculates the total 
budget needed for travel and meals and would multiply by £166.50 (mileage), £310 
(accommodation) and £105 (meals) traveling to the destination. A detailed breakdown of 
costs aids in justifying well and is in line with the purchasing policies of the organization. 
The submission of expenses will need to be thoroughly documented by showing that each 
element of the cost was audited and approved which will be critical for compliance 
transparency for accountability within organizations. Once these meetings with the 
suppliers have been confirmed in writing, it is essential that there is some follow-up 
correspondence to re-iterate the meeting details and also encourage anything that they 
would like to place on the agenda. This proactive communication illustrates the way the 
new manager professionalism and dedication for a successful executive partnership, it 
created a positive environment for the discussions. Additionally, it is imperative that all 
confirmed appointments be updated in the manager’s calendar, with notes of the date, 
time, goal, where to meet, and what each meeting is about. 

To summarise, the process of meeting potential suppliers is an imperative step for 
Chocolate Creations' new Procurement Manager. By judiciously arranging meetings, 
assessing the costs of travel and accommodations, and ensuring compliance with 
procurement plans Actioning the framework of guidelines through a detailed budgetary 
outline will set the new manager on the right path to forging strong relationships with 
suppliers. Not only does the strategic planning inevitably improve the manager’s first 
impression, this further aligns with the ultimate goal of reviving However, they all deal with 
the supply chain in collaborative partnerships. With good record- keeping and cost 
management, the organization can ride its storm and possibly get new opportunities to 
succeed. 

1. Ted Brown Chief Executive Officer (CEO) 

‘’On the whole, this period has seen the company go from strength to strength with increased 
sales and profit. The company’s success has been built on managed growth, reinvesting in 
the company due to healthy turnover and profits, and working with experienced a reputable 
supplier ‘’ 

2. Production manager (Teds Daughter) 

‘’It has been a turbulent time recently with an increase in returns and a major recall of boxed 
chocolates where suspicion was raised regarding sub-standard ingredients and possible 
tampering in the supply chain’’ 

4c) 

Business Support Assistant 
Chocolate Creations 

123 Chocolate Lane 
Sweet City, SC 
45678 
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X@chocolatecreations.com 
07586732416 

 

26/03/2025 

 

Amy Stevenson 
Production Manager 
Chocolate Creations 
456 Confectionery 
Ave Sweet City, SC 
45678 

 

Subject: Request for Approval of Supplier Engagement Travel 
Budget Dear Amy, 

 

I am writing to seek your official approval for a travel budget pertaining to strategic 
supplier meetings scheduled for the upcoming weeks. Given the recent hiring of our 
Procurement Manager, it is important that we positively engage with three potential 
suppliers inorder to talk about innovative procurement solutions that are aligned with our 
organizational goals. 

Overview of the Supplier Engagement Plan 

In order to capitalize on this key window of opportunity and address our current 
supply chain concerns, I recommend the following meetings with suppliers: 

Supplier A: October 10, 2023 

Supplier B: October 16, 2023 

Supplier C: October 26, 2023 

All of these one- to two-hour meetings will give our Procurement Manager a chance to meet 
with each of the suppliers individually and hear useful information that can make a 
considerable difference in our procurement plans. 

Budget Breakdown 

 

The estimated costs that have been incurred with this project are as 

follows: Mileage Cost: 

Supplier A (100 miles @ £0.45/mile): 
£45.00 Supplier B (150 miles @ 
£0.45/mile): £67.50 Supplier C (120 
miles @ £0.45/mile): £54.00 Total 
Mileage Cost: £166.50 Accommodation 
Cost: 

mailto:X@chocolatecreations.com
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Supplier A (1 night @ £100/night): 
£100.00 Supplier B (1 night @ 
£120/night): £120.00 Supplier C (1 night 
@ £90/night): £90.00 Total 
Accommodation Cost: £310.00 

Meal Allowance: 

Supplier A (Dinner): £35.00 
Supplier B (Dinner): £35.00 
Supplier C (Dinner): £35.00 
Total Meal Allowance: 
£105.00 Total Budget 
Request: £581.50 Rationale 
for Approval 

The budget is essential in a bid to allow the Procurement Manager to book travel and 
accommodation for these supplier meetings. Meeting with the suppliers provides an 
opportunity for Chocolate Creations to: Evaluate potential partnerships that would ease 
supply chain problems. Explore innovative procurement ideas that align with our strategic 
direction. 

Establish relationships that would further enhance our competitive advantage in the market. 
Authorization Required 

To proceed with this request, I humbly ask you to approve me to sign off the total amount of 

£581.50 budget. In addition, I would like to ask you to specify this budget as part of our 
approved procurement costs so that proper tracking and 

accountability are addressed in compliance with our internal rules. 

Upon approval, I will ensure that all the expenses are 
documented and claimed back based on our organization's 
procedures. 
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Thank you for considering this request. 

Your assistance will be of great importance in supporting our purchasing activities 

and leading Chocolate Creations to success in spite of the adverse conditions. I look 
forward to your favourable response. 

Sincerely, X 

Business Support Assistant 

Chocolate Creations 
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Task 5 - Coaching 
 

 
Assessment number  
(eg 1234-033) 

8715-313 

Assessment title Occupational specialism  

 
Candidate name <first name> <surname> 

City & Guilds candidate No. ABC1234 

 
Provider name <provider name> 
City & Guilds provider No. 999999a 

 

Task(s) 5 

Evidence title / description • Information pack  
• Coaching plan  
• List of questions  

 

Date submitted by 
candidate DD/MM/YY 

 
 

 

 

 

 

 

 

 

 

 

Task 

Task 5 – Coaching 
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You are required to assist with the induction of the new Procurement Manager to the  
organisation. A range of coaching sessions will be carried out as part of the induction. The  
purpose of this task is for you to develop documentation that explains and justifies the  
techniques and tools that will be used to ensure an effective coaching relationship with the  
new Procurement Manager. The new Procurement Manager has management experience  
but not in a confectionary manufacturing and retail environment. 
  

a)  You are required to prepare an information pack for the new Procurement 
Manager to explain the different types of coaching techniques, and which one 
is going to be used during their coaching sessions.  
 

b)  You are required to prepare a coaching plan to detail the communication 
skills and feedback techniques that will be used.  
 

c) You are required to produce a list of questions to be used for the first coaching 
session.  
 

Resources:  
• Assignment Brief  
• Figure 1: House Style 
• Figure 2: Menu of Products and Prices 
• Figure 6: Organisation Chart  

 
Conditions of assessment:  

• The maximum time allocated for this task is 3 hours  
• You must carry out the task on your own, under controlled conditions   

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

• Information pack  
• Coaching plan  
• List of questions  
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Candidate evidence 

 

Directive Coaching- Directive coaching is strategical and well thought out map used when 
a new member joins a company, it is a great method used globally as it ensures new staff 
are aware of what they have to do in regards to their role and in relation to the rest of their 
department. This method of coaching is direct and straight forward, allowing those in the 
training process to have a bigger picture of what’s to come and go through what they think 
may come across challenging. It outlines exactly how things should be done and provides a 
structured analysis of how things should run in order to hit goals and targets desired of you 
and your team. Directive coaching, is encouraged most for those who have experience in a 
job role as they will already have an idea of what to do, and for those that don’t have 
experience in the role it is also a favourable way to build a better understanding of what you 
can do for a company and how your skills might bring value to the organisation. Ensuring 
you are on the right page and allowing you to show your skills through listening and 
understanding what is asked of you. Having a well-structured Directive coaching plan 
means you have a well outlined plan in order to ensure you have the right skills to complete 
tasks to a high standard as well as having those around you in order for you to excel with 
your team. 

Transformational Coaching- Transformational coaching is a lot more unique rather the 
straight to the point and direct ,it encourages trainees to use their own imagination and 
ideas .This reacquires key thinking and precision whilst also using personal skills to align 
with what skills may be require of you ,each task is put forward for you will require some sort 
of skill and it is your job to acknowledge and take on board what you think work well with 
what is being asked .key skills required for the job role of a procurement manager :Team 
leaderships skills, Communication skills, Active Listening skills, 

These are just a few skills that are required as a manager and will benefit in building a 
trusted and healthy relationship within a team. Some may argue that Transformational 
coaching is the easiest out of the three as it doesn’t require any physical learning, a great 
example is a college emailing you. Ensuring you acknowledge the email and respond 
effectively before you go on your lunch or before your day ends, there you are using 
communication skills ensuring you have acknowledged and responded is the start of a 
conversation and eventually builds a work relationship. Alongside communication ,it is also 
crucial as a manager to be able to take on tasks this is not exactly something you can be 
taught as there will be multiple tasks handed out to you so it is important you know how to 
take on ideas as you will be working with a team of people who specialise in procurement 
.Being able to hear and take on different ideas and build relationships with those around you 
are key parts of being a good manager, which again is not something you can be physically 
taught. Transformational coaching allows trainees to work towards being better and work up 
in their job role and through general sense and skills that have already been acquired, they 
can use their past skills to be better and build and engaging and well responsive team. 

Peer Coaching-Lastly out of the three is Peer Coaching, this strategy is the most intimate 
out of the three as it requires being a people person and physically having to build bonds 
with those in the working environment, this coaching plan might be the most time consuming 
as you will learn and 
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speak to more people as time passes. Overtime through hearing different techniques and 
experiences you can learn how those in your team have learned to be better and more 
innovative, joining an already established well executed team can be a bit nerve racking as 
most of them will already be getting on with tasks, team projects etc. However, being a 
procurement manager will require team thinking and leadership skills, so combing the two is 
a great way to learn from those around you, staff may bring you in on skills that their old 
manager had that mad the company do better, skills that moved the business and ensured 
everyone got along, ideas that ensure everyone feels included .Learning from your peers 
builds trust within your community and builds a more understanding space where people 
may begin to learn from one another so skills can be shared and bigger opportunities are put 
forward for employees, as a manager showing those you work with that you are still willing to 
learn motivates a profound feeling of belonging and team work .It helps to build a stronger 
working space and encourages a sense of excellence amongst those on the team. 

 

To conclude the coaching techniques, I believe the best coaching technique out of the three 
is directive coaching, I think this because it outlines what is required of you and straight 
forward, it goes allows you to go over anything you may not understand and go through 
specific tasks you may have complications with when breaking it down. I believe having a 
clearly outlined expectations of what is required of you, you will always have a structure in 
ensuring everything that is asked of you is completed. Some may argue that Directive 
coaching is too vague and doesn’t go in to as much details, however I believe when 
following it properly and incorporating Peer and Transformational coaching alongside (which 
generally come naturally anyway when working in a team), you are going to build a strong 
team who are willing to learn from one another, whilst sharing experiences in order to thrive 
and always do their best. 

 

5b) 

The objective of having a coaching plan to detail communication skills is required in order to 
understand those in the team and help bring everyone together whilst making sure everyone 
is on the same page, there are three different areas where communication skills will be 
engaged with that should be well comprehended in order to push the company and see 
where things may go wrong whilst also identifying weaker points, we will look at Non-Verbal 
communication, Active communication and Reflective Communication . 

 

Non-verbal communication, this mode of communication that can be expressed through 
meeetings,1-1 catchups and so on. Essentially this is an in-person gesture and sense of 
communication, where you may sense someone’s body language including, eye contact 
and general hand gestures and the way they seem to comprehend the tasks you have 
given them. Being able to understand someone without speaking is another source of being 
a people person which is a key skill in being a manager, it is important to know your team 
and know when they are not comprehending a task well, in order for you tale take a few 
steps back in explaining what is asked. 

Not understanding a task may be hard for some members to express so being able to 
identify struggles through lack of eye contact, slouched shoulders, squinted eyes and not 
completing tasks to the full extent knowing they can do better. Having a clear understanding 
yourself and knowing what your team are capable of producing may trigger alarm bells as a 
manager to maybe taking a few steps back, going into further detail, looking at previous 
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tasks and creating a link in order to gain a better understanding and acknowledge what is 
not being understood so they can do their best in these sorts of situations ,Non-verbal 
communication is also something you will do better at over time when building a stronger 
bond with your colleagues .However it is not something you should now dismiss, it should be 
carried out and acknowledged in all tasks ensuring everything is done to its best. 

Active Communication, this is a more direct approach used when a task is taking place and 
will probably work the best if revitalised the right way and invigorated amongst staff. 
Encouraging and pushing active communication will motivate employees to work together 
and work as a team, as manager you must ensure active communication takes place, this 
would be best used when new tasks are put through, new requirements, upcoming staff 
events etc. Essentially it should be used across all boards of chocolate creations. Active 
communication will encourage employees on your team to build a relationship with you and 
work together. You can begin a cycle of active communication through holding meetings as 
the start of the week and discussing as a team how the previous week went and what you 
believe would work better. Through doing small tasks as such you are encouraging and 
fostering a sense of reliability and trust. Colleagues will rely on these meetings in order to 
express concerns whilst also trusting that they are heard by you as their new manager to 
help them move forward and motivate them in tasks that are challenging for them 

Reflective Communication, this method of communication is done when looking at how 
someone else communicates with you, if you believe you have people on your team who are 
not as verbally communicative it is your job to pick up on these things in order to notice when 
they are slacking and could do better so you know when things are not being done to their 
maximum potential and could do with some more effort. In order for you to excel in your job 
role at Chocolate Creations it is your duty to work in a team and understand how the people 
around you work as they will also be having to study your patterns, now adapting to a new 
manager will require change and will be a new learning curve for the team which may be a 
hard obstacle whilst still keeping up with ongoing tasks. 

Having an open mind when coming into the new job role of being a Procurement manager is 
crucial,it is important that you evaluate tasks when they have been completed and as 
mentioned hold meetings in order to reflect and re-evaluate how you can do better next time 
.However ,it is important as a manager you learn how each person is best to communicate 
with so you can build a healthy and productive community within your department so 
everyone is aware that they have a particular role that plays a big part in the team and have 
an impact on decisions made. 

 

 

 

 

 

 

 

When looking into how feedback can be produced a key method is 360 Feedback, this is 
when you look at, the organisation as a whole and analyse how your department plays a 
role in the overall impact of the company. This can be measure through Internal and 
External stake holders (those that work in the company for example Sales department, 
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Human Resources and Warehouse department) then on the external hand we have 
(customers, suppliers etc) all of these examples are different departments the organisation 
has put together in order for the business to run smoothly and have sales .So when 
conducting a 360 Feedback when can hold big company gatherings in order to discuss how 
things are going and receive feedback in order to improve yourself as a manager and have a 
look at what your team can do better whilst discussing how the change has a positive and 
negative outhold on the company and each department. When having a closer look on 
external stakeholders who are contributing to the business, specifically suppliers it is 
important to ensure they adapt to the change while whilst ensuring all ethical measures are 
take and no one is being taken advantage of/Now when moving onto the final external 
stakeholders and the main consumer of the company, it is tremendously vital customers are 
receiving the same or better service ,this could be ensuring 

that the change doesn’t have an affect on the production time of the chocolate or the quality 
in order to uphold high standards withing the business and by ensuring none of those are 
jeopardised the company could hand out surveys to regular customers offering a 10%off in 
order to encourage them to fill out surveys and come back to the store. Essentially 
withholding 360 feedback encourages everyone to come together in building a stronger 
driven company. 

Real time feedback, this method of feedback may take place while a task is ongoing in your 
team, motivating them and highlighting how they may be able to improve what they’re doing. 
As a Procurement manager, as mentioned you may carry out regular meetings whilst tasks 
are takingplace and use this as a time to reflect on what’s already been done in order to do 
better and move together as unaccent, this would be the perfect time to understand your 
employees struggles in order to push the two doing their best as a collective. As the 
manager it is crucial you asses’ tasks that are being done in order not to miss anything or 
realise something too far down where you will have to back track, real time feedback can 
allow employees to get a better understanding of what exactly is being asked of them and 
push them to do their best. 

Constructive feedback this method of feedback takes place at the end of a task, when 
having a look at the overview of your team’s success where Strengths and Weaknesses 
have been highlighted constructive feedback is something you can have a deep look into. I 
believe having individual conversations with employees on your team and finding a time to 
dedicate at least five minutes to those you work with will help to understand how the team 
can do better next time while understanding strengths and weaknesses employees hold that 
may be pulling the team down. 

Although this task may come as time consuming you can then hold small group meetings for 
those that hold the same struggles so staff can learn from one another. 

 

 

I strongly believe 360 feedback is the most beneficial as it allows you to see exactly how 
those around are affected both positively and negatively by change not only for the people 
on your team but the company as a whole, it is important that as a manager you take these 
thing into 

consideration as they will be discussed amongst others and you don’t want people to look 
down on your team in particular. Having a wider outlook on how different departments adapt 
to change will show you how well grounded and accepting we are as company whilst also 
being open to change, welcoming new ideas, strategies and opinions.in order to work 
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towards expanding the business and bringing more attention to chocolate creations and 
expanding the legacy. 
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Task 

Task 6 – Spreadsheet Development 
  
You have been asked to create a working spreadsheet of the organisation’s training courses 
to identify the most viable. You will use the spreadsheet to analyse and make 
recommendations for any potential opportunities for growth and sales.   
  
You must:  
  

a) Conduct a cost-benefit analysis on each option for introducing a more professional 
online presence and boosting sales for the company via its online offer. It is expected 
that online sales for the first year will increase by 6% of last year’s total sales figure. 
 

b) Create a visual representation, based on your cost-benefit analysis using a 
spreadsheet, to support and justify your choice of recommended option to introduce 
online sales. You should choose a valid format to present the data.  

 
c) Produce a report explaining why the business should introduce an online presence to 

increase revenue for Chocolate Creations. Make recommendations, justified with a 
clear rationale, using the data contained within your earlier cost-benefit analysis.  

  
Resources:  

• Assignment Brief  
• Figure 2: Menu of Products and Prices 
• Figure 10: Expected Costs of Online Sales Options 
• Figure 11: Chocolate Creations Last 3 Years Total Sales Figures  

 
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:  

• Cost-benefit analysis  
• Visual data representation  
• Report on recommendations for introducing online sales at Chocolate Creations 

 

 

 

 

 

 

 

Task 6 – Spreadsheet Development 
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Candidate evidence 

 

In order for Chocolate Creations to introduce a more professional online presence and boost 
sales for the company via its online offer I would strongly recommend they took a look into 
heiring someone that is trained in social media marketing, having an individual that is 
specialised in boosting online presence and knowing how to attract the right audience will 
benefit the organisation in its hopes to boost sales. Having someone, who has great 
awareness of the upkeeping of social media presence take control of Chocolate Creations 
online presence will create a more professional/visually appealing social media which will 
draw new customers. Through opening a Tiktok, Instagram or Twitter account the company 
can use these platforms to challenge competitors who already use the platforms in order to 
not only increase revenue but also build a stronger online presence by showcasing their 
hand-made truffles, vegan range and customer celebratory gift sets. I believe that through 
increasing their overall social media presence it is inevitable the company will boost sales 
and have an increase in revenue, all though it may be a timely process the organisation will 
again build an online presence for themselves. I also strongly believe that through this they 
could have a better understanding of their target audience, and focus on what they like most 
and would want to have more of, being open to new ideas and having a bigger outlook on 
what competitors are doing in order to attract customers is a great way of building customer 
retention in hopes that they are fond of your product and are willing to come back. 

Increase in 6% 

 

 

15,183,200 -10% -1,518,320 

-5% - 759,160 

+910,992 + 15,183,200 = 16,094,192 is sales figure using this 
method 

- 1% - 151,832 

Benefits: 

. Attract new customers 

. Bring the business new ideas through observing competitors 

. Showcase personalised gift sets and seasonal products 

 

 

Another Great idea for the company to consider is rebranding their website, if you as a 
company believe that your online sales are not reaching its potential, I believe re-branding 
would be a great start this could be a great fix to reaching more potential customers through 
online sales globally. When re-branding the website to look more friendly and use it to show 
off their personalised gift sets, they can have deeper look into trends and patterns of 
customers repeated purchases and make 
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small surveys where customers can put small messages in the website drop box that the 
company can consider taking interest I, whether that’s having more vegan options, creating 
Luxury gift sets not just basic ones and overall, just general feedback. When updating the 
website, the organisation can consider small offers which will work in their benefit, they 
could consider giving 20% off for those that write a review after receiving their online order. 
This would be a great way to keep customers coming back creating a more family friendly, 
visually appealing website where you can find seasonal offers while drawing in more 
customers. 

Increase in 8% 

 

15,183,200 -10% -1,518,320 

-5% - 759,160 

+910,992 16094193+ 303,664= 16,397,856 is 
sales 

figure using this method 

- 1% - 151,832 x 2= 303,664 

 

Benefits: 

. Creating customer retention 

. An attractive website will encourage customers to visit website occasionally 

Lastly, I believe the company could consider opening themselves up to building stronger e- 
commerce presence. Through pushing your company on online platforms such as Etsy, 
Amazon and even food delivery platforms such as Deliveroo and Uber eats you are setting 
yourself and presenting yourself to much bigger platforms and creating a bigger name for 
yourself. Online shopping company’s such as Amazon, or Etsy will allow people around the 
world to buy form your company, with this may come great challenges so you must learn 
your product and find ways of upkeep in order for those that order through these apps as 
they could be anywhere in the world. 

Speaking to suppliers globally and considering cooling boxes fitted perfectly for each 
customers desired chocolate. These are small investments that should be thought and 
executed precisely in order for customers to not receive melted or damaged chocolates. 
When looking into food delivery apps I believe this would be a great way of engaging with 
new customers. By also putting themselves on Tiktok the company would draw in people 
and allow them to experience the rich taste of chocolates in minutes, food delivery apps 
would be a great helping hand for those who cant physically make their way to the store and 
need an alternative to trying Chocolate creations produce. 
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Increase in 8% 

 

15,183,200 -10% -1,518,320 

-5% - 759,160 

+910,992 16094193+ 303,664= 16,397,856 is 
sales 

figure using this method 

- 1% - 151,832  x 2= 303,664 

 

 

Benefits: 

 

. Catering to global suppliers 

. Reaching a global audience 
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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://www.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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