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Introduction 
Summer 2024 Results 

This document is aimed at providers and learners to help understand the standard that was 
required in the summer 2024 assessment series to achieve a distinction grade for the 8715-
313 Business Support Occupational Specialism (OS).  

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

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

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

 

 

 

 

 

 

 

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

 

Task 

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

In this Grade SEM there is candidate evidence from:  

Task 1 – Project Planning 
Task 2 – Stakeholder Review and Engagement 
Task 3 – Policy Development 
Task 4 – Prepare Documentation 
Task 5 – Coaching  
Task 6 – Spreadsheet Development 

Distinction 

Merit 

Pass 

Unclassified 
Weakest performance 

Grade 
Strongest performance 

 This evidence (holistically) 
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Candidate evidence  
This section includes exemplars of candidate work, photographs of the work in production (or 
completed) and practical observation records of the assessment completed by centre 
assessors. This was evidence that was captured as part of the assessment and then 
internally marked by the centre 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 (grading-arrangements-for-vtqsand-
technical-qualifications-within-t-levels-in-the-academic-year-2023-to-2024), whilst also 
recognising the standards required for these qualifications. 

 
- The evidence presented, as a whole, was sufficient to achieve the distinction grade. 

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

  

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-2024/ofqual-guide-for-schools-and-colleges-2024#grading-arrangements-for-vtqsand-technical-qualifications-within-t-levels-in-the-academic-year-2023-to-2024
https://www.gov.uk/government/publications/ofqual-guide-for-schools-and-colleges-2024/ofqual-guide-for-schools-and-colleges-2024#grading-arrangements-for-vtqsand-technical-qualifications-within-t-levels-in-the-academic-year-2023-to-2024


 

8715-313 Occupational Specialism – Summer 2024 Distinction Grade SEM (v1-0) 5 

Grade descriptors  
 
To achieve a distinction, a candidate will be able to:  
 
Demonstrate an exemplary performance that fully meets the requirement of the brief, 
demonstrating expertise in technical skills and techniques for planning, preparing, document 
creation and time management to industry standards showing a high level of accuracy for a 
business support role. 
 
Competently and independently demonstrates high levels of skill when identifying the 
information needed to support business support activities. Interprets information effectively in 
order to make informed decisions that support tasks with a high level of effectiveness. 
 
Demonstrate an exemplary use of techniques and tools required to support business support 
tasks with a high degree of effectiveness and demonstrating extensive breadth and depth of 
knowledge and understanding of business support principles and processes. 
 
Be solution focussed, confidently delivering suggestions on methods to improve and the use 
of tools and techniques appropriate to effective planning and time management, coaching 
and solving problems. They will be able to accurately research and provide effective 
suggestions independently. 
 
Carry out tasks to an exemplary standard, producing an excellent quality of work that is 
accurate and technically correct whilst meeting organisational and industry standards.   
 
Demonstrate exemplary understanding and skills when engaging and communicating with 
stakeholders in order to develop effective and lasting relationships that support the brief. 
Competently demonstrates the selection and use of communications and media that 
maximise the effectiveness and value of stakeholder relationships. 
 
Consistently select appropriate clear and effective verbal and written communication, using 
methods tailored succinctly to individual needs and tasks. 
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Task 1 – 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 – Prepare project documentation to assist with the relocation of 
the Liverpool centre     
  
The purpose of this task is for you to research the opportunity and develop a project plan to 
support the successful relocation of the Liverpool centre. This should take account of Train 
First’s values, aims and objectives considering its commitment to waste reduction.  
  
You may use the Internet for Task 1.   

  
  

a) You should carry out a PESTLE analysis to identify any areas for consideration and 
potential risks with opening the new centre in Liverpool. You should consider the 
commercial requirements of the location and the private nature of the organisation.   

 
b) Create a project plan that includes:  

• Goals, resources and targets for the project  
• The tasks to be undertaken to ensure a successful opening of the new centre   
• Evidence on the prioritisation and time management theories that could be used 

to ensure tasks are completed on time  
  

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

d) You are required to create an outline proposal document recommending ways in 
which the organisation could reduce their waste across their centres and comply with 
relevant legislation.   

 
You should report on the potential impact that waste reduction may have on 
stakeholder buy-in and how this could be achieved using change management 
theories.    

  
Resources:  

• Assignment Brief   
• Internet  
• House Style (Figure 3)  
• Annual Course Enrolments (Figure 5b)  

  
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:   

• PESTLE analysis   
• Project plan  
• Visual timeline of project plan  
• Outline waste reduction proposal document  
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Candidate evidence 

 

PESTLE Analysis 

Factor Considerations Potential risks Time Frame 
(0-6, 6-12, 
Ongoing) 

Level of 
Impact 
(Low, Med, 
High) 

Importance 

(Variable, 
fixed) 

Political • Political 
Stability/Who is 
in charge 

• Tax 
Rates/polices 

Conservatives are currently in charge and 
can call the next general election any time 
between now and 17 December 2024 
(Source 1). These elections depending if a 
new party comes into parliament can affect 
the minimum wage; training/skills and tax 
policies. Train First needs to be aware of the 
election and keep tabs on the party’s wishes 
and promises which could potentially affect 
the business. Recently in the Autumn 
speech, the minimum wage was changed by 
the chancellor, so when employing new 

6-12 Medium Variable 
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staff, Train First needs to comply with the 
new recent minimum wage. 

Economic • Inflation/Cost of 
living 

• Average Wages 
• Economy 

growth/wellbeing 
• Real estate 

Market 

According to ONS (Office for National 
Statistics) the inflation rates have increased 
by 4.2% in 12-months (Source 2). Train First 
needs to take into consideration the average 
wage of their locality, to provide good prices 
for there courses. A new study which has 
named Liverpool the fastest growing city 
shows Liverpool has an economic growth of 
20% (Source 3). This could be a risk 
however. Train first needs understand the 
economy and utilize the demand and growth 
to their succession, if Train First doesn’t, 
there could be serious opportunity cost. 

 

Another risk to consider when finding a new 
location for the business is the Real Estate 
Market. The market has increased a 1.8% in 
the last 12 months (source 10) which means 
properties are constantly going up in price. 

Ongoing Medium Variable 

Social • Education Level 
• Demand in 

training 

The education level of Liverpool needs to be 
considered especially when in the training 

Ongoing Low Variable 
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• Population 
 
 

sector. The education annual population 
survey displays how 45% of Liverpool have 
completed KS4 (Key stage 4) qualifications 
(Source 4). The overall percentage of 
passing GCSEs across the UK has also 
decreased over the last 3 years by 10% 
(Source 5). Train First needs to be aware of 
the local education level so if needed, Train 
first can provide extra support or 
easier/longer courses to reach that wider 
demographic. 

 

 

Technology • Data Breach 
• Security Risks 
• Technological 

Advancements 
• Biometric 

Security. 

Online Learning, competitors like 
highspeedtraining are solely focused on 
online training, the percentage increase of 
training is 32%, that’s 189million courses 
(Source 6). Train First needs to be supplying 
this demand as competitors are advancing a 
valued amount each year. Train first should 
also implement a robust security procedure 
and rule to ensure keeping data safe, doing 

Ongoing High Fixed 
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so will make a safer work environment and 
keep customers information secure. 

 

When relocating to the new office, Train 
First should also consider having certain 
locked rooms, like server rooms or tech 
storage. Especially when having 
customers/trainee’s walking around the 
facility, there needs to be limits. Biometric 
Technology is advancing increasingly 
(source 8), having fingerprint scanners for 
doors could be a vital decision to keep 
confidential information and expensive 
products safe. 

Legal • Health and 
Safety 

• Regulations and 
Legislations / 
Mobility cause 

• Policies 

When moving to the new Liverpool location, 
Train First needs to analyse the property 
and ensure that the place is safe for practice 
(source 9). Train First also needs to verify 
their staff are able to move, doing so they 
need to make sure they had a mobility 
cause in their employment contract and 
provide a reasonable amount of time for the 
staff to move. Being up to date with 

Ongoing High Variable 
(Long Term) 
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Liverpool Council is a priority as there are 
annual meetings which will discuss future 
and present changes, Train Firsts wants to 
make sure they following the policies and 
laws. 

Environmental • Waste 
Management 

• Waste Disposal 
• Sustainability 

ONS states that three-quarters of adults in 
Great Britain worry about climate change 
and the future generations (Source 7). This 
has increased the demand for sustainability 
especially with national companies. Train 
first needs to adapt to these changes and 
ensure they promote a sustainable healthy 
business, not doing so could create a bad 
reputation and label over time. Adapting to 
change is priory, not competing with 
competitors or not altering practices can 
have major drawbacks.  

 

Waste Management is also vital, 
maintaining good waste levels and using as 
much recyclability products will comply with 
the CEO’s requests and can also be 

Ongoing Medium Variable 
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advertised so the local community can see 
Train First care about the environment. 
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Source 1 

Ben Paxton (26/10/23) Link:  When will the next UK general election be? | Institute for Government 

 

Source 2 

ONS (14/02.24) Link: Inflation and price indices - Office for National Statistics (ons.gov.uk) 

 

Source 3 

BBP (25/09/23) Link: Liverpool identified as UK's fastest-growing city economy, a new study finds (bbpmedia.co.uk) 

 

Source 4 

LCC (09/23) Link: Education and skills headline indicators - Liverpool City Council 

 

Source 5 

Writer (DATE) Link: GCSE results fall in England after anti-grade inflation plans forced through | GCSEs | The Guardian 

 

Source 6 

SW, RA, MG, CAG (24/08/23) Link: These 3 charts show how online learning is growing globally | World Economic Forum 
(weforum.org) 

https://www.instituteforgovernment.org.uk/explainer/next-general-election
https://www.ons.gov.uk/economy/inflationandpriceindices
https://www.bbpmedia.co.uk/news/professionalservices/liverpool-identified-as-uk-s-fastest-growing-city-economy.html#:%7E:text=A%20new%20data%20study%20has%20named%20Liverpool%20as,logistics%2C%20software%20development%20and%20business%20support%20services%20sectors.
https://liverpool.gov.uk/council/key-statistics-and-data/headline-indicators/education-and-skills/
https://www.theguardian.com/education/2023/aug/24/gcse-results-fall-england-anti-grade-inflation-plans
https://www.weforum.org/agenda/2022/01/online-learning-courses-reskill-skills-gap/#:%7E:text=Course%20enrolments%20for%20online%20learning%20followed%20a%20similar,32%25%20the%20following%20year%2C%20peaking%20at%20189%20million.
https://www.weforum.org/agenda/2022/01/online-learning-courses-reskill-skills-gap/#:%7E:text=Course%20enrolments%20for%20online%20learning%20followed%20a%20similar,32%25%20the%20following%20year%2C%20peaking%20at%20189%20million.
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Source 7 

ONS (05/11/21) Link: Three-quarters of adults in Great Britain worry about climate change - Office for National Statistics (ons.gov.uk) 

 

Source 8 

Clare Naden (11/09/23) Link:   The rise and rise of biometric authentication | IEC e-tech 

 

Source 9 

GOV (1974) Link: Health and Safety at Work etc Act 1974 – legislation explained (hse.gov.uk)    

 

Source 10 

ONS () Link:   
https://www.ons.gov.uk/economy/inflationandpriceindices/bulletins/housepriceindex/june2023#:~:text=Average%20UK%20house%20pri
ces%20increased,recent%20peak%20in%20November%202022. 

 

https://www.ons.gov.uk/peoplepopulationandcommunity/wellbeing/articles/threequartersofadultsingreatbritainworryaboutclimatechange/2021-11-05
https://etech.iec.ch/issue/2023-04/the-rise-and-rise-of-biometric-authentication
https://www.hse.gov.uk/legislation/hswa.htm
https://www.ons.gov.uk/economy/inflationandpriceindices/bulletins/housepriceindex/june2023%23:%7E:text=Average%20UK%20house%20prices%20increased,recent%20peak%20in%20November%202022.
https://www.ons.gov.uk/economy/inflationandpriceindices/bulletins/housepriceindex/june2023%23:%7E:text=Average%20UK%20house%20prices%20increased,recent%20peak%20in%20November%202022.
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Project Plan 

Project Name: Relocation of the Liverpool Centre 

Version: 1 

Issue Date:12/03/2024 

Provided By: Student Name 

Goals and Targets: 

• Successfully relocate to the Liverpool Office 
• Relocate in 2-Months (60-days) 
• Increase sales across the north west 
• Develop the commercial corporate sales 
• Maximise efficiency across all locations 
• Explore sales opportunities 
• Reinsure the new Liverpool centre remains Environmentally friendly 

Tasks to be undertaken: 

• Find a location for the new office. 
• Inform council and have them conduct an environmental and health check. 
• Sign all paperwork for the property, insurance and tax. 
• Advertise for new staff 
• Furnish the new property 
• Inform suppliers of the location change. 
• Ensure banking and billing is set up for the business. 
• Train the staff. 
• Advertise the relocation/opening of the new Liverpool location. 
• Successfully relocate to the office. 
• Grand Opening Event. 

Recourses: 

Internal Support: 

Marketing Executive 

Finance Manager 

Head of Operations 
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Business Support Admins 

 

External Support: 

Contractors 

Banks 

Council 

 

Equipment: 

Led Lights 

Furniture 

 

Suppliers: 

Heating Suppliers 

Electricity Suppliers 

Water Suppliers 

Course’s Suppliers 

 

Time Scale: 

 

Milestone How will this be 
achieved? 

Delivery Date 

Find a location for the 
new office. 

Contact local property 
agencies, Inform the 
agencies of what Train 
First needs and is looking 
for. Select one of the 
properties they come 
back to you with. 

Tue 11/06/24 
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Inform council and have 
them conduct an 
environmental and health 
check. 

 

Send a Letter and Email 
informing the Liverpool 
City Council of this 
change. Request an 
inspection to ensure the 
property is fit for purpose 
and safe for all practices.  

Mon 08/04/24 

 

Sign all paperwork for the 
property, insurance and 
tax. 

Have the forms signed by 
the Chief Executive 
Officer.  

Fri 12/04/24 

 

 

Advertise for new staff 

 

Inform the Head of 
Business Development 
and the Marketing Team 
to produce adverts and 
take on interviews. 

Tue 23/04/24 

 

Furnish the new property 

 

Hire out contractors to 
furnish the property with 
new furniture or the old 
furniture from the 
previous office. 

Wed 08/05/24 

 

Inform suppliers of the 
location change. 

 

Conduct an email and 
letter to each supplier 
informing them of the 
location change and 
opening dates. 

Fri 10/05/24 

 

Ensure banking and 
billing is set up for the 
business. 

Contact the Bank, set up 
the accounts and update 
the new recent changes, 
such as the address. 
Stick to the budget set. 

Thu 23/05/24 

 

Train the staff. Host a training session, 
provide coaching if 

Fri 31/05/24 
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needed. Make sure all 
staff understand health 
and safety and how to be 
environmentally friendly. 

 

Advertise the 
relocation/opening of the 
new Liverpool location. 

 

Contact the Marketing 
Executive and run 
adverts a social media 
posts to inform the public 
and promote the new 
location. Send physical 
flyers out to local 
businesses. 

Mon 10/06/24 

 

Successfully relocate to 
the office. 

 

Move all staff into the 
office, prepare for the 
grand opening, inform all 
stakeholders of the grand 
opening. 

Tue 11/06/24 

 

Grand Opening Event. 

 

Open the new property to 
the general public. 
Choose a theme and 
make the event unique.  

Tue 11/06/24 

 

_ 

Time Management:  

 

Its critical to maintain time and understand necessity tasks before nonessential 
tasks. That’s why through this project Train First should utilize the Time 
Management Matrix.  

 

The table is separated into four quadrants signifying the least to the most important 
tasks whiles also displaying urgencies. It’s important for a team/project to be able 
to operate smoothly and Tranquille, utilizing the matrix and following out the tasks 
with in this structure will help. 
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Time Management Matrix: The 4 Quadrants - KP Persaud 

 

Understanding and using the matrix has many benefits, it can help Train First 
identify the most important jobs first that need the most attention. It also prioritizes 
tasks, displaying which task should be tackled after the other. Time Management 
matrix can show that there is too much work in one quadrant, indicating that it 
needs more recourses/staff. 

 

However, when inputting the tasks into the matrix, it needs to be clear and 
understandable. Having un-achievable tasks can lower staff moral and can also 
slow down the project more. You have to find a right balance between achievable 
and realism to maximise efficiency. 

https://kppersaud.com/project/time-management-matrix/
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Visual Timeline 
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Outline Waste Proposal Document 

Proposal: Waste Proposal  

Rational: CEO’s Request to reduce waste across all facilities and become 
environmentally friendly as much as Train First can be. 

Objective: Reduce waste across all Train Firsts facilities. 

 

Recommendation Intention Stakeholder Considerations  

1. Create a 
paperless work 
environment. 

To make all operations 
go digital. All 
communication, 
presentations, files will 
be online. Doing so will 
help ‘Save the Trees’ 
and help Train First 
become more 
environmentally friendly. 

Going digital is also 
efficient, secure and 
improves the 
employee’s experience. 

• Determine how it will 
benefit Train First. 

 
• Will staff be confused or 

not be trained enough to 
work fully digital 

 

• Ensure customers are able 
to go fully digital as well 
when training or 
communicating with Train 
First. 

2. Use reusable 
hot drink mugs. 

Reduces the carbon 
footprint of the business, 
using reusable 
utensils/cups saves the 
environment but also 
your pocket. A reusable 
cup will last for years. 

• How much waste would 
this reduce? How will it 
help the environment? 

 
• Will it cause discomfort or 

annoyance to the staff? 
 
• Would this affect the 

suppliers’ 
relationship/connections? 
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3. Encourage 
employees to 
bring lunch from 
home 

Doing so will reduce 
packaging waste, this 
will encourage 
employees to use 
lunchboxes which are 
reusable. Also has a 
potential to reduce food 
waste, employees can 
manage their own 
portions. 

• Some people will be 
reluctant to change or 
physically can’t bring food 
in. 

 
• Would this still reduce the 

waste or increase it? 
 
• Who will it affect? Could it 

decrease staff morale?  

4. Installing solar 
panels. 

To use completely 
green electricity, 
operate the whole 
business whiles still 
being environmentally 
friendly and also helping 
the grid with the excess 
amount of electricity. 

• How will it improve 
business operations? 

 
• Consider the current 

electricity needs, how 
much energy does Train 
First Consume? 

5. Reuse files, 
folders, parcels 
and boxes. 

Reduce landfill and 
pollution. Reduce the 
amount of waste across 
all centres. Helps 
conserve forests and 
promotes recyclability.  

• Could this affect 
operations/efficiency? 

 
• Will the box be 

continuously recycled? 
 
• How time consuming could 

this be, how much money 
would it save? How would 
improve Train First carbon 
Footprint? 

6. Have recycling 
stations across 
the office. 

To recycle all products 
which could’ve gone to 
waste and to also 
encourage employees 
to recycle, stay green 
and reduce the 
company’s waste 
pollution. 

• Will staff and customers 
get confused? Misplace 
items in the wrong waste 
bin? 

 
• Will training need to be 

provided for staff to 
understand the importance 
and way of recycling in 
Train First? 
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• What will it cost? 

_ 

Laws and Compliance: 

Environmental compliance covers a broad range of laws, failing to comply with 
regulatory environmental laws is serious. Legislations will improve our water 
quality, tackle waste, increase recycling and will improve the natural environment. 
(World-leading Environment Act becomes law - GOV.UK (www.gov.uk))   

 

Protecting the environment and helping where you can will help. These 
recommendations provided are important changes and will help Train Firsts 
carbon footprint tremendously. 

Impacts that can affect stakeholder buy-ins: 

Firstly, keeping stakeholders informed is a key part in change. Not doing so can 
create mistrust, undermine future attempts and can also waste people’s time.  

 

Informing stakeholders of the business purpose to go green and help the 
environment is important, it can create vast opportunities like, hosting surveys or 
events with internal stakeholders where you can get vast opinions and ideas. 
Doing so will benefit the employees and Train First. You want to ensure training if 
needed is provided, questions are answered and changes are completed.  

 

Another consideration to help retain stakeholders is to get feedback. Feedback is 
important, answering to appropriate requests will make that extra difference which 
staff will see. Having feedback improves performance at all levels and is a critical 
component to increase employee engagement. 

Here is a list of considerations Train First could implement to help stake holder 
buy-ins.  

How to make sure the stakeholders understand and remain involved: 

• Create a stakeholder engagement plan 
• Focus on transparency and truth. 
• Remain Consistent, keep staff morale high. 

https://www.gov.uk/government/news/world-leading-environment-act-becomes-law
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• Make sure Stakeholders understand the importance of recycling and being 
environmentally friendly. 

Change Management Theory: 

 

Six Sigma/Lean is a methodology that provides a company/organisation tool to 
improve the capability of their business processes. 

 

The main purpose of Six Sigma to help quality improvement. It provides a solid 
frame work to identify, eliminate and prevent waste in operations and create a 
continuous improvement culture. 

 

 

 

Six sigma will help Train Fist with cutting waste, creating a new company culture, it 
will reach all departments, increase employee satisfaction and will higher customer 
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satisfaction and Loyalty. Utilizing this tool will not only improve operations and 
stakeholder buy-ins but will also get the project done.  

 

 

Another methodology to consider to help the waste reduction is Kotter’s 8-Step 
Change Model. Kotter’s Change Model displays how change can be one of the 
hardest things to implement into a business. Kotter’s 8 step change model makes 
this easier, y breaking down the process into the eight most important steps and 
provides guidance in how to do them in order. 

 

 

Kotter’s theory is a simple step by step process that is easy to follow and 
understand. It covers all aspects of change management and will benefit Train 
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First’s processes. It creates a strong focus on employee buy-in and 
communication which is also what we have covered in this report. 
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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 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

8715-313 Occupational Specialism – Summer 2024 Distinction Grade SEM (v1-0) 35 

Task 

Task 2 – Prepare documentation to inform the project team about external 
stakeholders    
  
You are required to support the project team to understand how external stakeholders will be 
engaged with, and their expectations managed, as part of the new centre relocation in 
Liverpool.   
  
You may use the Internet for Task 2.  
  
You must:  
  

a. Create a stakeholder map that lists the potential external stakeholders that may be 
engaged with and what their expectations are likely to be.   

  
b. Develop a stakeholder engagement plan for the launch of the new centre whilst 

considering the growth in corporate training with the use of the candidate’s 
stakeholder map.   

  
c. Develop a set of meeting materials that informs the project team of how the 

stakeholder engagement plan will be used to support and develop stakeholder 
engagement throughout the project.   

  
The meeting materials should include:  
• A meeting agenda  
• A template for minutes, and guidance on what will be captured  
• An introductory email to the first project meeting that will introduce the team to the 

project and the management of stakeholders   
  

d. The Head of Corporate Services raised concerns relating to the cost of fitting out the 
new centre. The current lighting within the new centre is considered fit for purpose 
and the new LED lights require a large financial investment. They have said that they 
do not want to release the money to cover any additional cost without a clear 
business justification.   

  
You are required to write a report to the project manager explaining how you would 
consider responding to these concerns raised by the Head of Corporate Services.  

   
Resources:  

• Project Plan from Task 1  
• Assignment Brief   
• Internet  
• House Style (Figure 3)  

  
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  
• Meeting materials (Meeting agenda, Minutes template, Introductory email)   
• Report in response to concern of the cost of LED lighting  
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Candidate evidence 

Stakeholder Map 
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The Mendelow Matrix is a table used to assess stakeholder behaviours and 
expectations and the possible impact it will have on the business.  

For an example in the Keep Informed quadrant you would have stakeholders such 
as, Banks, Shareholders, Customers, local community etc.  

Mendelow Matrix help manage projects in order for them to have a high chance of 
success. Due to the quadrants giving a clear and simple structure to follow, it means 
all members taking part in the project understand the most to the least important 
tasks or stakeholder. 

This Matrix implemented into Train Firsts project will segregate what comes first and 
what comes last. One of the hardest steps in a project is the first, and having this tool 
in place will get you started. 

 

Stakeholder Expectations 

Stakeholder Expectation 

Customers Good and fast customer service. Train First to work in an 
ethical work environment. Receive a level of 
certification/qualification once completed the course at 
Train First. Privacy and data protection. 

Government Comply with the Law. Work with in acts and new changes. 
Promoting development and growth. 

Local Council Train first to be supporting the economical growth of 
Liverpool. Train First to be complying with the Law. 
Promotion and increase of business. 

Suppliers Maintain an ethical and compliant workplace and comply 
with all relevant laws and standards. To provide equal 
opportunities for all retailers to do business with them. 
Protect confidential information. 

Banks Informed on business changes and finances. For all Loans 
to be paid fully. For taxes to be paid. 
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Employees To work in an ethical and motived workplace. To be paid 
the exact amount as there is on their contract. To have a 
work-life balance. An honest and transparent work 
environment. 

Investors Honesty and Transparency. Clarity of the business goals 
and objectives. Regular updates on the business.  

Shareholders/Owners Train First to pay them promptly and keep them informed. 
To work lawfully and ethically. 
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Stakeholder Engagement Plan 

Stakeholder Potential Role Level of 
importance 
(Low, Med, 
High) 

Communication and why they are 
effective 

Considerations of how to engage 
Stakeholders 

Customers To receive a 
good or 
service 
provided by 
Train First. 

High To inform customers about the 
relocation, Train first should take to 
media. Maintaining a online social 
media account keeps customers 
interacted and updated about Train 
First. Running advertisements or 
posting posts on professional 
platforms like Instagram or Facebook 
will help connect with the consumers. 
Other forms of communication to 
customers are: 

• Create a clear and consistent 
message addressing the 
change 

Engaging customers is key for any 
business. As Train First relies on the 
local community, keeping them 
informed is key. A couple ways to 
inform/advertise to customers are: 

• Social Media Posts 
• Local flyers/leaflets 
• Emails and Letters 

Train First also should consider 
listening to feedback, collecting and 
using data, sharing reviews and 
keeping promises. Customers care 
about trust and Train First should 
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• Post updates on Train First 
Website 

• Emails to members. 

maintain that honesty to keep 
customers engaged.  

Government To ensure 
Train Fist are 
complying 
with 
regulations 
and 
legislations. 

Low Communicating with government 
officials needs to be a professorial 
document or email. You want it to be 
clear and constructive stating what’s 
being done and how’s it being done. 

To maintain transparent and honest. 
Keeping the government informed 
with flyers, emails, leaflets and 
letters. To also ensure sustainable 
practices. To have regulatory visits 
at Train Firsts Facilities. 

Local Council Ensure 
efficient 
operations 
and positive 
effects on the 
local 
community. 

Med The local council will be engaged with 
Train first, updating the council is 
highly important. Attending the annual 
meetings that councils hold with 
business owners will help the council 
have better understanding of the full 
project.  

 

Giving weekly updates with letters or 
emails will be effective as Train First 
will want the council to respect them. 
The council care about all people 
involved and if there are any concerns 
with employees refusing to move 

Attending local council Meetings. 
Contacting and keeping the council 
in the loop via emails, meetings, 
letters etc. To ensure the council 
know how Train First affects the 
local community and how ethical and 
sustainable/environmentally friendly 
the offices are. 
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offices or disputes with customers, the 
council needs to know. 

Suppliers To supply 
Train First 
with products 
of an 
appropriate 
quality for 
resale or to a 
retailer. 

Med Maintaining a professional relationship 
with suppliers is very beneficial 
towards an organisation. To contact 
suppliers about the relocation, you 
could: 

• Hold a meeting 
• Send out Letters 
• Online call (Teams/zoom) 
• Emails 

As suppliers are an external 
stakeholder, you need to consider their 
own time. So, hosting meetings to 
inform may not be viable, however 
online meetings/calls are quick and 
easy to set up whiles still be 
professional. 

To define objectives and goals that 
Train First are trying to achieve or 
are achieving. Constant 
communication to create a great 
relationship as its proven retailers 
tend to only communicate with 
suppliers when they’re placing 
orders. To ensure the suppliers are 
engaged, Train firsts needs to: 

• Understand their Suppliers 
• Keep Promises 
• Evaluate Risks 
• Develop a Detailed Supplier 

Agreement. 
Train First and their supplies need to 
be on the same page about their 
expectations and goals. Devolving a 
professional relationship would be 
beneficial if you’re constantly buying 
or communicating with a supplier. 
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Banks To take in 
funds and 
lend them to 
who needs 
funds. 

Low Banks are a low importance in 
communication. However, when 
communicating the bank will want 
professional documents listed in the 
considerations.  When relocating you 
want to ensure the bank are aware of 
your new address.  

 

If you don’t inform the bank about the 
move, they may not be able to prove 
the business identity and Train First 
could be at risk of identity theft.  

 

Make sure weekly emails and letters 
are posted to the bank so they are 
aware of each step Train First is 
taking. 

To repay what you borrowed within 
the agreed timescale. Banks will 
want 

• Cash Flow of Train First 
• Projections 
• Current financials 

This creates a better understanding 
of your business to the banks and 
will keep them engaged as much as 
they need to be. 

The importance is low due to the fact 
that you will only communicate with 
the bank when needed.  

Employees To do the job 
they are 
employed to 
do. Provide 
adequate 

High Since the pandemic, remote learning 
has become a big thing, hosting team 
meetings on zoom/skype or teams is a 
way of communicating. On teams 
when hosting a call, you can record a 

To help engage employees there are 
many things to consider, such as: 

• Honesty and Tranquillity 
• To have a respectful work 

environment. 
• Diversity and inclusion 
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training to the 
customers.  

transcript, which writes everything 
down on a document like meeting of 
the minutes.  

 

This is majorly efficient as it doesn’t 
need a person to type or write and it 
means non attendees can see what 
was said and what their action (task) 
is. 

 

Having one-to-one meetings hosted by 
regional managers, this demonstrates 
interest into the employee and also 
confines the goals and objectives 
clearly. It creates an open place where 
the employee can ask questions if 
uncertain. 

Here are a couple other ways of 
communicating the relocation/project 

• Email 
• Letters 
• Internal Leaflets/flyers 

• Show Recognition and Praise 
• Utilize the 5c’s of employee 

engagement 
Employees are a business’s most 
important asset. Train First will also 
need to consider wellbeing and 
mental health issues within a 
workplace, having a 
safeguarding/HR in Train first will 
create that trustworthy environment. 
Provide adequate training where it is 
appropriate and host monthly 
appraisals/one to ones to keep 
employees in the loop. 
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Investors To provide 
funding in the 
start-up in 
exchange for 
a percentage 
of the 
company. 

Med If you are consistent with 
communicating with investors, 
especially during big business 
changes. Train First will build up 
credibility and trust with your investors. 

 

This also opens opportunities to grain 
valuable feedback as investors have 
many insights of other businesses. 
You also build a strong professional 
relationship. 

To ensure you engage with 
Investors, you need to: 

• Build a reputation 
• Communicate a vision 
• To highlight Train firsts goals 

and achievements 
• Hold surveys to get feedback 
• Understand the Market 
• Promising financial 

Projections 
Doing so will help investors know 
what they have their money in. It will 
help create a trustworthy network 
between train first and its investors. 

Shareholders/ 

Owners 

To buy shares 
in Train first 
and take a 
percentage of 
the profits 
over time. 

Med You need consistent communication 
with shareholders giving constant 
updates about the business has many 
perks with the professional relationship 
Train First may have. To get into 
contact/to be consistent with 
contacting you can: 

• Have online meetings with all 
shareholders. 

• Send out emails to all 
shareholders. 

Constant communication with 
shareholders is Key. Host meetings 
with shareholders, contact them with 
monthly updates. To ensure honesty 
and tranquillity is displayed and 
create that trust between Train First 
and their shareholders. To get the 
right percentage of profits generated 
by Train First. 
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• Have in person 
meetings/events/work fairs. 
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Meeting Materials  

Introductory Email 

Subject: Relocation of the Liverpool Centre 

Attachments: 1.2 Project Plan, 1.3 Visual Timeline, 2.2 Stakeholder Engagement 
Plan 

Hi all, 

As I’m sure you are all aware, we are relocating our Liverpool centre to a more 
centralised area. We are hosting meeting to discuss how we are going to engage our 
stakeholders, i.e., anyone who has an interest in our business. The meeting is going 
to be held in our Head Office (Edinburgh) and will be also be broadcasted on teams 
at, 

9:00am – 11:30am, 25th March 2024 – Edinburgh, Head Office  
If you can’t attend the meeting, I have attached the Project Plan, Visual timeline and 
Stakeholder Engagement Plan we have prepared. I will also after the meeting attach 
the meeting of the minutes so you can catch up. It is important all staff understand 
the importance of the relocation and are aware of the timeframe of the project.  

Train First wants to stress the importance of engaging most (or all) stakeholders, it 
can benefit both parties, our organisation and the people we impact. It creates an 
innovative work environment and helps build’s trust with one and another. We want 
to ensure this project is completed smoothly and engaging our stakeholders through 
out the process is our first step. 

If you have any concerns or queries, please do not be afraid to drop me an email, or 
a message on teams.  

Kind Regards, 
Candidate Name 

Business Support Administrator 
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Email Candidate.name@trainfirst.com 
Contact Number 
(0800 56789) 
 

Meeting Agenda 

 

25th March 2024 

9:00am – 11:30am 

Head Office, Edinburgh 

(Microsoft Teams)  

 

Meeting Called By: Candidate Name 

Type of Meeting: Decision  

Please Bring: Notepad, Pen 

 

Time Keeper: Candidate Name 

Attendance: 

Please Read: Stakeholder Engagement Plan, Project Plan 

 

1. Welcoming/Waiting for all participants (10 minutes) 

2. Introduction/what the meeting is about (20 minutes)  Candidate Name/Head of 
Operations 

                     

                                                           

mailto:Candidate.name@trainfirst.com
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Topics to be discussed Involved Time Span 

How to be sustainable and 
environmentally friendly 

Head of Operations 15 minutes 

How will this be done? What will 
we implement? 

Head of Operations 15 minutes 

How long this process will take. 
What potential risks are there? 
How can we mitigate these? 

Head of Operations 30 minutes 

How we will engage our 
stakeholders 

Candidate Name 30 minutes 

Any ideas/options or 
considerations? 

 

The whole Team. 15 minutes 

Any further questions or 
concerns? 

 

The whole Team 10 minutes 

 

3. End of Meeting (5 minutes) 

Candidate name 
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Meeting of the Minutes  

Meeting/Project:  

Date of meeting:  Time:  

Meeting Facilitator:  Location:  

 

Meeting Objectives: 

 

 

 

 

Attendees 

 

 

 

 

 

 

 

Apologies 

Name Department Email Phone 
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Meeting Agenda 

Topic Owner Time 

   

   

   

   

   

   

 

Preparation (Documents/Reading materials etc.) 

Topic Prepared By: 
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Report in response of the cost of LED lighting 
The CEO has requested for the new Liverpool centre to be a flagship in terms of 
environmentally friendliness and sustainability. Doing so the CEO wants the new 
centre to be fitted with LED lighting across all floors to support energy efficiency. 

The Financial Case 

Cost 

A study shows that the average LED office light is 3 times more expensive than the 
normal Incandescent light. However, LED lights operating costs are much cheaper 
estimating over 20 years it would only cost £26 when an Incandescent light would put 
you back £166. Both prices are including buying the bulb again once it breaks until 
the 20-year mark. 

Mitigation 

Installing these lights across the new office is a great idea. Promoting sustainability 
and environmentally friendliness across Liverpool’s Train Firsts centre will not only 
help the environment but will also create a great image for Train First. 

The issue at stake here however is the cost of fitting the LED’s, it will be triple the 
cost of the original lighting but in the long run (5-10 years) it will bring the cost down 
of electricity bills; light installation costs and the actual bulb/light its self.  

The other positive of having LED lights is the impact it has on the environment, as 
LED’s have a smaller carbon footprint. LED lights conserve up to 80% more energy 
than traditional lighting which reduces the carbon dioxide emissions by an increasing 
amount. Also, when turning the LED lights on and off (as you would in an office every 
morning and evening) the life span wouldn’t reduce. While fluorescent and 
Incandescent lights life span decrease the more they are switched on and off. 

The negatives of having LED lights are the temperature of them, if poorly installed 
they can overheat or be susceptible to failure. A study also shows that there may 
even be some harmful effect of LED lights depending per person. 

The Business Case 
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Having LED lights in the new office is essential. After researching all considerations, 
LED lights are the way to go. It improves light quality, it has lower power 
consumption, it increases safety and most importantly they help the environment. 

Train Firsts Pride is to support energy efficiency, with the new possible changes 
within the business displayed in the Outline Waste Proposal Document this will be 
another step towards that flagship business the CEO is looking for.  

Conclusion 

In response to the CEO’s request, I have put together this report and hope to find it 
helped decide weather to install LED Lights. Overall, it will be beneficial for Train First 
and will help the environment and the overall long run cost. At Train First we want to 
be ethical and sustainable, taking this first step will do so. 

 

 

REFRENCES 

Energy Dep (N/A) Link: https://www.energy.gov/energysaver/when-turn-your-
lights#:~:text=The%20operating%20life%20of%20a,when%20it%20comes%20to%
20operations. 

 

Matt H (10/08/23) Link: https://viribright.com/blogs/insights/comparing-led-vs-cfl-vs-
incandescent-light-bulbs 

 

Iskalo (N/A) Link: https://iskalo.com/insights/3-popular-types-of-office-ceiling-
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John Mcloy (01/02/29) Link: Pros and Cons of LED Lighting: Should You Use Them? - 
Green Coast 

 

 

 

 

https://greencoast.org/pros-and-cons-of-led-lighting/
https://greencoast.org/pros-and-cons-of-led-lighting/
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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 – Research and devise a business case for a new policy   
  
The Head of Business Development is concerned at the number of cancellations on some 
courses across all centres. An internal investigation indicates the majority of course 
cancellations can be traced to unresolved customer complaints. The purpose of this task is 
for the you to research and devise a new Complaints policy to be implemented across the 
organisation. You are required to develop a business case for your proposal.   
  
You may use the Internet for this task.   
  
You must:   
  

a. Research complaints and escalation policies/procedures that are used by similar 
organisations.   

  
b. Draft a proposed complaints policy for Train First. This should include a flow chart 

that documents the process.  
  

c. Create an outline action plan with SMART targets to support the potential 
implementation of the new policy.   

  
d. Create a presentation to put forward a business case for your proposal which will be 

delivered to the Head of Corporate Services. You are required to provide justifications 
for any recommendations you make.  

  
e. Deliver the presentation to the Head of Corporate Services in order to gain approval 

for your recommendations. The presentation should last for approximately 15 
minutes.  

  
Resources:  

• Assignment Brief   
• Internet  
• Organisation Chart (Figure 2)  
• House Style (Figure 3)  
• Annual Course Enrolments (Figure 5b)  

  
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   
• Your tutor will be required to take on the role of the Head of Corporate Services of 

Train First.  
 

What must be produced for marking that marks will be awarded for:   
• Draft complaints policy, including flow chart of the process   
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• Proposed action plan with SMART targets   
• Presentation slides that outline the business case for the proposal   
• Recording of presentation   
• Observation Record Form  

  
Additional evidence of your performance that must be captured for marking that you 
will be awarded marks for:  

• Any notes produced of research undertaken including citation of sources  
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Candidate evidence 

Research  

 
Swot Analysis on how Complaints and Escalation policy could 
affect Train First: 

Strengths Weaknesses 

• Increasing complaints handling 
efficiency and customer 
satisfaction 

• Creates a better understanding 
of stakeholders and customers 

• Provides you to be able to 
monitor the quality of service and 
identifies any areas of concern. 

• There will be consistency when 
dealing with complaints. 

• Time consuming, could require 
new staff or a department to deal 
with complaints if there is an 
excess amount. 

• Some staff may not handle 
complaints appropriately or 
effectively. 

• It can halt workload and create a 
lot of paperwork. 

Opportunities Threats 

• Create a higher level of trust with 
stakeholders and customers. 

• Improve future processes/ 
learning and expanding along the 
way. 

• Stakeholders or customers could 
abuse this complaint system, 
overloading staff with work and 
useless complaints. 

• Staff may not understand or be 
able to follow the procedure 
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Similar Business’s Complaints and escalation policies to take into 
consideration:  

Organisation Key points in their complaints 
and escalation policy 

What Train First could 
adopt 

Training Strategies 

Complaints Policy | 
Training Strategies 

Monitoring (make the process 
straight forward) 

 

Responsibilities (Have 
delegated people and a 
process) 

 

Communication  

Equality and Diversity (Any 
person using this policy can 
expect to be treated fairly 
without discrimination 

To ensure all practices are 
equal and diverse. 

To have an Aim and a 
Definition 

To have a clear definition of 
Train Firsts Complaints and 
Escalation Policy and to 
have Train First aims within 
the policy. 

Lifetime Training 

Complaints | 
Lifetime Training 

Making a complaint as easy as 
possible for the customer 

 

To address all complaints in 
the same manner. 

To ensure all complaints 
are dealt with in the same 
manner, one as serios as 
the other. 

To treat every complaint 
seriously regardless of how its 
received 

To make sure all complaints 
are serious. 

https://www.trainingstrategies.co.uk/complaints-policy
https://www.trainingstrategies.co.uk/complaints-policy
https://lifetimetraining.co.uk/about-us/policies/complaints/
https://lifetimetraining.co.uk/about-us/policies/complaints/
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To be fast, polite and 
appropriate 

 

To be able to appeal if the 
customer or stakeholder is still 
dissatisfied 

To ensure customers or 
stakeholders have a way to 
appeal if they are 
dissatisfied with the 
outcome. 

Training Co 

Microsoft Word - 
TTC Complaints 
Policy.doc 
(thetrainingco.co.uk) 

To make the complaint as easy 
as possible 

As this is displayed in all 3 
organisations, its vital for 
Train First to have an easy 
complaints system.  

Deal with the process politely, 
promptly and when 
appropriate, confidentially 

To also be polite and 
promptly mitigate the issue 
at hand. 

Keep matters low-key  

Ensure the matter has been 
dealt with 

Ensure the customer or 
stakeholder is satisfied 

To respond to the matter right 
away. 

 

Take action where appropriate  

 

  

https://www.thetrainingco.co.uk/wp-content/uploads/2018/05/TTC-Complaints-Policy.pdf
https://www.thetrainingco.co.uk/wp-content/uploads/2018/05/TTC-Complaints-Policy.pdf
https://www.thetrainingco.co.uk/wp-content/uploads/2018/05/TTC-Complaints-Policy.pdf
https://www.thetrainingco.co.uk/wp-content/uploads/2018/05/TTC-Complaints-Policy.pdf
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Draft Complaints Policy  

 

 
Train First’s Complaints and Escalation policy/procedure 

Document name: Complaint’s policy 

Document Type: Controlled 

Document Version: 1 

 

Approved by: CEO, Board of Directors 

Responsible: Head of Operations 

Last Reviewed: March 2024 

Next Review (Annually): April 2025 

 

1. Definition 
A complaints procedure is a process which deals with complaints in a recorded 
orderly fashion. It creates an effective process to de-escalate the situation smoothly 
and quickly. The escalation process allows the organisation to predict or anticipate 
risks that has potential to impact the business. 

To escalate a complaint means to involve a higher-level stakeholder to assess the 
situation and build a mitigation strategy to situate a problem. 

 

2. Purpose 
The complaints procedure is intended to ensure that all complaints are addressed 
consistently, appropriately, efficiently and fairly and where ever possible resolved to 
the complainant’s satisfaction 
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3. How can a complaint be made? 
Any customer, Stakeholder, Learner wanting to make a complaint can do so. To 
make a complaint you can phone, e-mail, letter or contact us through our website. 

 

4. Overview 
To have an efficient and fast process to mitigate and respond to complaints and to 
manage the escalation of the complaint. To also meet customer needs and aiming to: 

• Mitigate the problem quickly and amicably. 
• Learn from each complaint to expand and improve future execution. 
• Keep a constant line of communication and inform them on the progress of 

their complaint. 
• To ensure customers and stakeholders are aware they have a right to appeal 

if they remain dissatisfied after the complaint has been processed and dealt 
with. 

 

5. Monitoring 
Train First is committed to ensure there is continuous improvement in our service 
delivery. Our standards are: 

• Ensure it is easy and straightforward to make a complaint. 
• To act promptly, polite and patient to mitigate the issue efficiently and 

appropriately. 
• To respond in the right and respectful way.  
• To update the customers or stakeholders on the progress of their complaint 

and the results of any investigation 
• To assess all complaints with the same level of urgency/seriousness 

 

6. Equality and Diversity 
To ensure customers understand they have a right to be dissatisfied with the services 
Train First provided. Any person using this policy will be treated fairly without 
discrimination.  

As one of Train First values is ‘aspiring together’, we want to stress the importance of 
equality and diversity and how any discrimination of any sort will not be accepted and 
dealt with abruptly. 
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Flowchart that documents the Process 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

  

Complaint 
Received 

Complaint has been acknowledged 
within 3 days of receipt 

A full investigation is 
undertaken 

The issue has been dealt with. 
Are the complainants satisfied?   

Complaint Closed 

Head of Operations 
responds to your 

complaint 

Resolved
 

YE
S 

CEO Responds to 
your complaint 

NO 

Resolved
 

YE
S 

Regional Mangers 
responds to your 

complaint  

Resolved
 

YE
S 

NO 

Can seek 
further/higher-ups. 

(Council, Government) 

NO 

NO YES 
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Proposed Action Plan  

 

 
Action Plan 

Prepared By: Candidate Name 

Objectives Resources Time Frame 

Draft the Policy Business Development 
Officer with help of the 
Business Support 
Administrator 

10 working days (2 
weeks) 

Review the Policy Business Development 
Officer 

2 working days 

Sign-off Head of Business 
Development 

1 working day 

Implement Policy Head of Operations 5 working days (1 
week) 

Provide Training Head of Operations 30 working days (6 
weeks) 
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Presentation Slides 
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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 

The candidate demonstrates that they can produce a comprehensive presentation regarding research and 
devise a new policy – using SWOT to demonstrate new policy – Using power-point for the presentation. 

The candidate clearly demonstrates that he has considered the development to propose the policy to the 
audience 

All key points have been covered demonstrating knowledge and understanding, some of the benefits of 
having the policy were explored and the impact on the organisation was summarised through the 
presentation 

The presentation was in a logical sequence, structured and planned, the candidate proactively pushed the 
uptake of the policy and offered good researched reason for having the policy  

 

Reasoning for why implementation is necessary, which is built upon 

Evidence is found to adhere to organisational procurement limits, and which includes comparisons, 
discounts, and ability to book to take part in business activities across the country 

 

Consideration for the audience 

Presentation, using transitions through slides, contrasting colour – clearly outlined the reasons why the 
process happened and  
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Communication tailored to internal stakeholders 

- Tone, language, and structure 
- Positively influencing internal stakeholders 

• Good pace and pitch of voice positively as the reasons and logic are clearly demonstrated  
• Presentation structured in a logical manner and covers the necessary aspects 
• Presentation could influence stakeholders  

 

Any other aspects 

 

 

Tutor signature Date 
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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 for a new Corporate Training Manager  
  
The organisation has decided to create a new position based in the new Liverpool centre for 
a Corporate Training Manager. Their role will be to focus on the development and growth of 
commercial training on the new site. The new Corporate Training Manager will be required to 
visit all centre locations during the first eight weeks of their employment in order to meet with 
the Centre Managers and gain an insight into their local training offer.   
You have been asked to support the new Corporate Training Manager of the Liverpool centre 
to be introduced to the organisation.   
  
It is advised that the new Corporate Training Manager will:   

• start their employment on the first Monday in February   
• be required to visit all centres within the first eight weeks of employment   
• travel to and from Liverpool to the other training centres  
• be required to spend two full weekdays at each centre location  
• travel to other centres Monday to Friday.  

  
The new manager will not need accommodation for the days that they are based in the 
Liverpool centre.   
You may use the Internet for this task.   
  
You must:  
a) Research and create a travel itinerary for the new Corporate Training Manager to visit all 
centre locations within the first eight weeks of their employment. The itinerary must make the 
most efficient use of time and money and make use of public transport.   
The travel itinerary must include:  

• Travel costs with evidence of quotations that follow the organisation procurement 
limits   

• Accommodation costs with evidence of quotations that follow the organisation 
procurement limits   
 

b) Write an approval request for sign-off of the travel itinerary to the appropriate manager, 
outlining the reasons why this provides the most efficient itinerary for the new Corporate 
Training Manager. You should outline any authorisation required as part of the request.   
  
Resources:  

• Assignment Brief   
• Internet  
• Regional centres (Figure 1)  
• House Style (Figure 3)  
• Procurement Limits (Figure 4)  

  
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   
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What must be produced for marking:  

• Travel Itinerary with costs   
• Evidence of quotations in line with the organisation procurement limits   
• Sign-off approval request   

 

  



 

8715-313 Occupational Specialism – Summer 2024 Distinction Grade SEM (v1-0) 74 

Candidate evidence 

Travel Itinerary 

 
Table: 

Travel To Travel From Travel 
Cost (£) 

Hotel Hotel 
Cost (£) 

Trip 1 (Week 1) 

Liverpool Aberdeen 83.90 Residence Inn 362 

Aberdeen Liverpool 43.20   

Trip 2 (Week 2) 

Liverpool Birmingham 19.00 The Wellington Hotel  304 

Birmingham Liverpool 28.00   

Trip 3 (Week 3)  

Liverpool Cardiff 51.80 Sleeperz Hotel 210 

Cardiff Liverpool 51.75   

Trip 4 (Week 4) 

Liverpool Edinburgh 40.70 Brooks Hotel 594 

Edinburgh Liverpool 27.30   

Trip 5 (Week 5) 

Liverpool Glasgow 31.50 CitizenM Hotel 419 
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Glasgow Liverpool 31.00    

Trip 6 (Week 6) 

Liverpool London 33.00 YOTEL 474 

London Liverpool 53.10   

Trip 7 (Week 7) 

Liverpool Manchester 3.60 Black Lion Hotel 381 

Manchester Liverpool 3.60   

Trip 8 (Week 8) 

Liverpool Newcastle 43.40 Royal Station Hotel 263 

Newcastle Liverpool 43.40   

TOTAL 

 587.25  2,944 
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Travel Itinerary: 
To support the new Corporate Training Manger, I have drafted a travel itinerary which 
will visit all eight locations of Train First’s centres within the recommendations. Due to 
February dates not being available I started from the first Monday of May. This was 
also recommended by City and Guilds to do so. 

Trip 1: Monday 6th May – Thursday 9th May (Week 1) 

Liverpool to Aberdeen 

Aberdeen to Liverpool  

 

 

Total Cost of transport : £127.10 

Hotel Cost: £362 
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Trip 2: Monday 13th May – Thursday 16th May (Week 2) 

Liverpool to Birmingham  

Birmingham to Liverpool  

 

Total Cost of transport :  £47.00 

Hotel Cost: £304 

 

 

Train: Search Results | Trainline (thetrainline.com) 

https://www.thetrainline.com/book/results?journeySearchType=return&origin=urn%3Atrainline%3Ageneric%3Aloc%3ALIV2246gb&destination=urn%3Atrainline%3Ageneric%3Aloc%3ABHM1127gb&outwardDate=2024-05-13T10%3A00%3A01&outwardDateType=departAfter&inwardDate=2024-05-16T12%3A00%3A01&inwardDateType=departAfter&selectedTab=train&splitSave=true&lang=en-us&transportModes%5B%5D=mixed&dpiCookieId=EI9LH9NJ43NALMSTEI7ZYECRW&partnershipType=accommodation&partnershipSelection=true
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Hotel: Booking.com: Search results: Birmingham City Centre, Birmingham, West Midlands, 
United Kingdom. Book your hotel now! 

 

 

Trip 3: Monday 20th May – Thursday 23rd May (Week 3) 

Liverpool to Cardiff 

Cardiff to Liverpool  

 

Total Cost of transport : £103.55 

Hotel Cost: £210 

 

https://www.booking.com/searchresults.en-gb.html?label=en-gb-booking-desktop-XeusTnu2oCeBoPcfJhsdHgS652804039385%3Apl%3Ata%3Ap1%3Ap2%3Aac%3Aap%3Aneg%3Afi%3Atikwd-17218370%3Alp9045594%3Ali%3Adec%3Adm&aid=2336990&ss=Birmingham+City+Centre%2C+Birmingham%2C+West+Midlands%2C+United+Kingdom&ssne=Aberdeen&ssne_untouched=Aberdeen&efdco=1&lang=en-gb&src=searchresults&dest_id=8435&dest_type=district&ac_position=0&ac_click_type=b&ac_langcode=en&ac_suggestion_list_length=5&search_selected=true&search_pageview_id=a077471d7741023e&ac_meta=GhAyNTRkNDkwYzgwNWEwMGNkIAAoATICZW46A2JpckAASgBQAA%3D%3D&checkin=2024-05-13&checkout=2024-05-16&group_adults=1&no_rooms=1&group_children=0&nflt=mealplan%3D1
https://www.booking.com/searchresults.en-gb.html?label=en-gb-booking-desktop-XeusTnu2oCeBoPcfJhsdHgS652804039385%3Apl%3Ata%3Ap1%3Ap2%3Aac%3Aap%3Aneg%3Afi%3Atikwd-17218370%3Alp9045594%3Ali%3Adec%3Adm&aid=2336990&ss=Birmingham+City+Centre%2C+Birmingham%2C+West+Midlands%2C+United+Kingdom&ssne=Aberdeen&ssne_untouched=Aberdeen&efdco=1&lang=en-gb&src=searchresults&dest_id=8435&dest_type=district&ac_position=0&ac_click_type=b&ac_langcode=en&ac_suggestion_list_length=5&search_selected=true&search_pageview_id=a077471d7741023e&ac_meta=GhAyNTRkNDkwYzgwNWEwMGNkIAAoATICZW46A2JpckAASgBQAA%3D%3D&checkin=2024-05-13&checkout=2024-05-16&group_adults=1&no_rooms=1&group_children=0&nflt=mealplan%3D1
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Train: Search Results | Trainline (thetrainline.com) 

Hotel: Booking.com: Search results: Cardiff Centre, Cardiff, Glamorgan, United Kingdom. 
Book your hotel now! 

Trip 4: Monday 27th May – Thursday 30th May (Week 4) 

Liverpool to Edinburgh 

Edinburgh to Liverpool  

 

Total Cost of transport : £68.00 

Hotel Cost: £594 

https://www.thetrainline.com/book/results?journeySearchType=return&origin=urn%3Atrainline%3Ageneric%3Aloc%3ALIV2246gb&destination=urn%3Atrainline%3Ageneric%3Aloc%3ACDF3899gb&outwardDate=2024-05-20T10%3A00%3A20&outwardDateType=departAfter&inwardDate=2024-05-23T12%3A00%3A20&inwardDateType=departAfter&selectedTab=train&splitSave=true&lang=en-us&transportModes%5B%5D=mixed&dpiCookieId=ENLGIJOCCBCLLRJMNFPUY5IWR&partnershipType=accommodation&partnershipSelection=true&selectedOutward=2fuskV2b61M%3D%3Afa64pUrnM5c%3D&selectedInward=%2BZ%2BFiPXa7Hg%3D%3APhAYJZhblwc%3D
https://www.booking.com/searchresults.en-gb.html?label=en-gb-booking-desktop-XeusTnu2oCeBoPcfJhsdHgS652804039385%3Apl%3Ata%3Ap1%3Ap2%3Aac%3Aap%3Aneg%3Afi%3Atikwd-17218370%3Alp9045594%3Ali%3Adec%3Adm&aid=2336990&ss=Cardiff+Centre%2C+Cardiff%2C+Glamorgan%2C+United+Kingdom&ssne=Birmingham+City+Centre&ssne_untouched=Birmingham+City+Centre&efdco=1&lang=en-gb&src=searchresults&dest_id=1233&dest_type=district&ac_position=0&ac_click_type=b&ac_langcode=en&ac_suggestion_list_length=5&search_selected=true&search_pageview_id=ea594913ca620143&ac_meta=GhA1OTcxNGE4ZjE0YjMwMDFhIAAoATICZW46A2NhckAASgBQAA%3D%3D&checkin=2024-05-20&checkout=2024-05-23&group_adults=1&no_rooms=1&group_children=0&nflt=mealplan%3D1
https://www.booking.com/searchresults.en-gb.html?label=en-gb-booking-desktop-XeusTnu2oCeBoPcfJhsdHgS652804039385%3Apl%3Ata%3Ap1%3Ap2%3Aac%3Aap%3Aneg%3Afi%3Atikwd-17218370%3Alp9045594%3Ali%3Adec%3Adm&aid=2336990&ss=Cardiff+Centre%2C+Cardiff%2C+Glamorgan%2C+United+Kingdom&ssne=Birmingham+City+Centre&ssne_untouched=Birmingham+City+Centre&efdco=1&lang=en-gb&src=searchresults&dest_id=1233&dest_type=district&ac_position=0&ac_click_type=b&ac_langcode=en&ac_suggestion_list_length=5&search_selected=true&search_pageview_id=ea594913ca620143&ac_meta=GhA1OTcxNGE4ZjE0YjMwMDFhIAAoATICZW46A2NhckAASgBQAA%3D%3D&checkin=2024-05-20&checkout=2024-05-23&group_adults=1&no_rooms=1&group_children=0&nflt=mealplan%3D1
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Train: Search Results | Trainline (thetrainline.com) 

Hotel: Booking.com: Search results: Edinburgh City Centre, Edinburgh, Lothian, United 
Kingdom. Book your hotel now! 

Trip 5: Monday 3rd June – Thursday 6th June (Week 5) 

Liverpool to Glasgow 

Glasgow to Liverpool  

 

Total Cost of transport : £62.30 

https://www.thetrainline.com/book/results?journeySearchType=return&origin=urn%3Atrainline%3Ageneric%3Aloc%3ALIV2246gb&destination=urn%3Atrainline%3Ageneric%3Aloc%3AEDB9328gb&outwardDate=2024-05-27T10%3A00%3A02&outwardDateType=departAfter&inwardDate=2024-05-30T12%3A00%3A02&inwardDateType=departAfter&selectedTab=train&splitSave=true&lang=en-us&transportModes%5B%5D=mixed&dpiCookieId=ZI6Z087Y4D16FV5OF5N7H5GV5&partnershipType=accommodation&partnershipSelection=true&selectedOutward=LnYHRNv63vc%3D%3A0dOqJzFedOU%3D&temporalDirection=previous&transitDefinitionDirection=inward&paginationPriceDisplayed=false&searchId=16fd31fb-3328-4cee-b1b6-11839359ebeb&selectedInward=eBOFH278AWE%3D%3Adyo4%2Bw%2BxHpo%3D
https://www.booking.com/searchresults.en-gb.html?label=en-gb-booking-desktop-XeusTnu2oCeBoPcfJhsdHgS652804039385%3Apl%3Ata%3Ap1%3Ap2%3Aac%3Aap%3Aneg%3Afi%3Atikwd-17218370%3Alp9045594%3Ali%3Adec%3Adm&aid=2336990&ss=Edinburgh+City+Centre%2C+Edinburgh%2C+Lothian%2C+United+Kingdom&ssne=Cardiff+Centre&ssne_untouched=Cardiff+Centre&efdco=1&lang=en-gb&src=searchresults&dest_id=17250&dest_type=district&ac_position=1&ac_click_type=b&ac_langcode=en&ac_suggestion_list_length=5&search_selected=true&search_pageview_id=deab4a96f727019b&ac_meta=GhBkYTkyNGM5ODdiZTQwMjRkIAEoATICZW46BGVkaW5AAEoAUAA%3D&checkin=2024-05-27&checkout=2024-05-30&group_adults=1&no_rooms=1&group_children=0&nflt=mealplan%3D1
https://www.booking.com/searchresults.en-gb.html?label=en-gb-booking-desktop-XeusTnu2oCeBoPcfJhsdHgS652804039385%3Apl%3Ata%3Ap1%3Ap2%3Aac%3Aap%3Aneg%3Afi%3Atikwd-17218370%3Alp9045594%3Ali%3Adec%3Adm&aid=2336990&ss=Edinburgh+City+Centre%2C+Edinburgh%2C+Lothian%2C+United+Kingdom&ssne=Cardiff+Centre&ssne_untouched=Cardiff+Centre&efdco=1&lang=en-gb&src=searchresults&dest_id=17250&dest_type=district&ac_position=1&ac_click_type=b&ac_langcode=en&ac_suggestion_list_length=5&search_selected=true&search_pageview_id=deab4a96f727019b&ac_meta=GhBkYTkyNGM5ODdiZTQwMjRkIAEoATICZW46BGVkaW5AAEoAUAA%3D&checkin=2024-05-27&checkout=2024-05-30&group_adults=1&no_rooms=1&group_children=0&nflt=mealplan%3D1
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Hotel Cost: £419 

 

 

Train: Search Results | Trainline (thetrainline.com) 

Hotel: Booking.com: Search results: Central Glasgow, Glasgow, Scotland, United Kingdom. 
Book your hotel now! 

Trip 6: Monday 10th June – Thursday 13th June (Week 6) 

Liverpool to London 

London to Liverpool  

https://www.thetrainline.com/book/results?journeySearchType=return&origin=urn%3Atrainline%3Ageneric%3Aloc%3ALIV2246gb&destination=urn%3Atrainline%3Ageneric%3Aloc%3A81gb&outwardDate=2024-06-03T10%3A00%3A54&outwardDateType=departAfter&inwardDate=2024-06-06T12%3A00%3A54&inwardDateType=departAfter&selectedTab=train&splitSave=true&lang=en-us&transportModes%5B%5D=mixed&dpiCookieId=PL8ASO96Q180NTOIFSZ7GOZCV&partnershipType=accommodation&partnershipSelection=true
https://www.booking.com/searchresults.en-gb.html?label=en-gb-booking-desktop-XeusTnu2oCeBoPcfJhsdHgS652804039385%3Apl%3Ata%3Ap1%3Ap2%3Aac%3Aap%3Aneg%3Afi%3Atikwd-17218370%3Alp9045594%3Ali%3Adec%3Adm&aid=2336990&ss=Central+Glasgow%2C+Glasgow%2C+Scotland%2C+United+Kingdom&ssne=Edinburgh+City+Centre&ssne_untouched=Edinburgh+City+Centre&efdco=1&lang=en-gb&src=searchresults&dest_id=1101&dest_type=district&ac_position=0&ac_click_type=b&ac_langcode=xu&ac_suggestion_list_length=5&search_selected=true&search_pageview_id=4c414c9fd71300a5&ac_meta=GhBjYzkzNGQ4NzE4YjAwMmU4IAAoATICeHU6BGdsYXNAAEoAUAA%3D&checkin=2024-06-03&checkout=2024-06-06&group_adults=1&no_rooms=1&group_children=0&nflt=mealplan%3D1
https://www.booking.com/searchresults.en-gb.html?label=en-gb-booking-desktop-XeusTnu2oCeBoPcfJhsdHgS652804039385%3Apl%3Ata%3Ap1%3Ap2%3Aac%3Aap%3Aneg%3Afi%3Atikwd-17218370%3Alp9045594%3Ali%3Adec%3Adm&aid=2336990&ss=Central+Glasgow%2C+Glasgow%2C+Scotland%2C+United+Kingdom&ssne=Edinburgh+City+Centre&ssne_untouched=Edinburgh+City+Centre&efdco=1&lang=en-gb&src=searchresults&dest_id=1101&dest_type=district&ac_position=0&ac_click_type=b&ac_langcode=xu&ac_suggestion_list_length=5&search_selected=true&search_pageview_id=4c414c9fd71300a5&ac_meta=GhBjYzkzNGQ4NzE4YjAwMmU4IAAoATICeHU6BGdsYXNAAEoAUAA%3D&checkin=2024-06-03&checkout=2024-06-06&group_adults=1&no_rooms=1&group_children=0&nflt=mealplan%3D1
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Total Cost of transport : £86.10 

Hotel Cost: £474 

 

 

Train: Search Results | Trainline (thetrainline.com) 

Hotel: Booking.com: Hotels in London. Book your hotel now! 

Trip 7: Monday 17th June – Thursday 20th June (Week 7) 

https://www.thetrainline.com/book/results?journeySearchType=return&origin=urn%3Atrainline%3Ageneric%3Aloc%3ALIV2246gb&destination=urn%3Atrainline%3Ageneric%3Aloc%3A182gb&outwardDate=2024-06-10T12%3A00%3A45&outwardDateType=departAfter&inwardDate=2024-06-13T14%3A00%3A45&inwardDateType=departAfter&selectedTab=train&splitSave=true&lang=en-us&transportModes%5B%5D=mixed&dpiCookieId=KQ9C7OC1A27RIHOSBGOAVA19Z&partnershipType=accommodation&partnershipSelection=true&temporalDirection=previous&transitDefinitionDirection=inward&paginationPriceDisplayed=false&searchId=752806d3-9fa9-46b7-b63a-447fa7fb6c8e&selectedOutward=5E%2Ff6Fep320%3D%3AcYNMsOfmbE0%3D&selectedInward=Sq9ObnuXFas%3D%3AkNoz94RtMGU%3D
https://www.booking.com/searchresults.en-gb.html?label=en-gb-booking-desktop-XeusTnu2oCeBoPcfJhsdHgS652804039385%3Apl%3Ata%3Ap1%3Ap2%3Aac%3Aap%3Aneg%3Afi%3Atikwd-17218370%3Alp9045594%3Ali%3Adec%3Adm&aid=2336990&ss=London%2C+Greater+London%2C+United+Kingdom&ssne=Glasgow+City+Centre&ssne_untouched=Glasgow+City+Centre&efdco=1&lang=en-gb&src=searchresults&dest_id=-2601889&dest_type=city&ac_position=0&ac_click_type=b&ac_langcode=en&ac_suggestion_list_length=5&search_selected=true&search_pageview_id=a5494d8b60cf02d8&ac_meta=GhAwY2QxNGU4OWRjNzEwMjIxIAAoATICZW46BmxvbmRvbkAASgBQAA%3D%3D&checkin=2024-06-10&checkout=2024-06-13&group_adults=1&no_rooms=1&group_children=0&nflt=mealplan%3D1%3Bprice%3DGBP-min-190-1
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Liverpool to Manchester 

Manchester to Liverpool  

 

Total Cost of transport : £7.20 

Hotel Cost: £381 

 

 

Train: Search Results | Trainline (thetrainline.com) 

Hotel: Booking.com: Hotels in Manchester. Book your hotel now! 

https://www.thetrainline.com/book/results?journeySearchType=return&origin=urn%3Atrainline%3Ageneric%3Aloc%3ALIV2246gb&destination=urn%3Atrainline%3Ageneric%3Aloc%3AMAN2968gb&outwardDate=2024-06-17T12%3A00%3A00&outwardDateType=departAfter&inwardDate=2024-06-20T14%3A00%3A00&inwardDateType=departAfter&selectedTab=train&splitSave=true&lang=en-us&transportModes%5B%5D=mixed&dpiCookieId=SI4WAUR7SO58TJF2N5OTKL2KL&partnershipType=accommodation&partnershipSelection=true
https://www.booking.com/searchresults.en-gb.html?label=en-gb-booking-desktop-XeusTnu2oCeBoPcfJhsdHgS652804039385%3Apl%3Ata%3Ap1%3Ap2%3Aac%3Aap%3Aneg%3Afi%3Atikwd-17218370%3Alp9045594%3Ali%3Adec%3Adm&aid=2336990&ss=Manchester%2C+Greater+Manchester%2C+United+Kingdom&ssne=London&ssne_untouched=London&efdco=1&lang=en-gb&src=searchresults&dest_id=-2602512&dest_type=city&ac_position=0&ac_click_type=b&ac_langcode=en&ac_suggestion_list_length=5&search_selected=true&search_pageview_id=eb1c4e8e8f1901c4&ac_meta=GhBjODI0NGZlYTgxYTEwM2JhIAAoATICZW46Ak1hQABKAFAA&checkin=2024-06-17&checkout=2024-06-20&group_adults=1&no_rooms=1&group_children=0&nflt=mealplan%3D1
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Trip 8: Monday 24th June – Thursday 27th June (Week 8) 

Liverpool to Newcastle 

Newcastle to Liverpool  

 

Total Cost of transport: £86.80 

Hotel Cost: £263 
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Train: Search Results | Trainline (thetrainline.com) 

Hotel: Booking.com: Hotels in Newcastle upon Tyne. Book your hotel now! 

  

https://www.thetrainline.com/book/results?origin=urn%3Atrainline%3Ageneric%3Aloc%3ALIV2246gb&destination=urn%3Atrainline%3Ageneric%3Aloc%3ANCL7728gb&outwardDate=2024-06-24T09%3A45%3A00&outwardDateType=departAfter&journeySearchType=return&passengers%5B0%5D=1994-04-17&directSearch=false&splitSave=true&inwardDate=2024-06-27T09%3A00%3A00&inwardDateType=departAfter
https://www.booking.com/searchresults.en-gb.html?label=en-gb-booking-desktop-XeusTnu2oCeBoPcfJhsdHgS652804039385%3Apl%3Ata%3Ap1%3Ap2%3Aac%3Aap%3Aneg%3Afi%3Atikwd-17218370%3Alp9045594%3Ali%3Adec%3Adm&aid=2336990&ss=Newcastle+upon+Tyne%2C+Tyne+and+Wear%2C+United+Kingdom&ssne=Manchester&ssne_untouched=Manchester&efdco=1&lang=en-gb&src=searchresults&dest_id=-2603966&dest_type=city&ac_position=1&ac_click_type=b&ac_langcode=en&ac_suggestion_list_length=5&search_selected=true&search_pageview_id=058e4fed5b380245&ac_meta=GhA0NDI2NTE4MzUzNDAwNDRlIAEoATICZW46A25ld0AASgBQAA%3D%3D&checkin=2024-06-24&checkout=2024-06-27&group_adults=1&no_rooms=1&group_children=0&nflt=mealplan%3D1
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Sign-off Approval Request  

 

Attachment’s: Travel Itinerary 

Good afternoon, 

To assist the new role for the new Corporate Training Manager (CTM), I was asked 
to put together an eight-week travel itinerary for the CTM to visit each site/centre that 
Train First have. Doing so I have created an efficient and well-structured itinerary 
which will fulfil the recommendations.  

To make sure the CTM has two full days at the centres I assigned Monday and 
Thursday to be Travel days and Tuesday and Wednesday to be full work days. For 
transport I opted for trains, the current cost for all transport throughout the eight 
weeks is £587.25. I have also ensured that all trains depart and arrive in working 
hours. The accommodation total for hotels currently stands at £2,944, this or for 3 
nights in each location, Monday, Tuesday and Wednesdays and also includes 
breakfast in every Hotel. 

Due to the cost being greater than £500 and equalling up to a grand total of 
£3,531.25, the Head of Department will need to approve this Travel Itinerary. 

If you have any questions or concerns with the Travel Itinerary, please make sure to 
contact me. 

Kind Regards, 

Candidate Name 

Business Support Administrator  

 

Email: Candidate.Name@trainfirst.com 

Contact Number: (0800 56789) 

mailto:Candidate.Name@trainfirst.com
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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 
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Task 

Task 5 – Techniques and tools to coach the new Corporate Training Manager  
  
You are required to induct the new Corporate Training Manager to the organisation. You will 
carry out the induction using a range of coaching sessions. The purpose of this task is for 
you to develop documentation that explains and justifies the techniques and tools you will 
use to ensure an effective coaching relationship with the new Corporate Training Manager. 
The new Corporate Training Manager has management experience but not in a corporate 
training environment.   
  

a. You are required to prepare an information pack for the new Corporate Training 
Manager to explain the different types of coaching techniques and which one you are 
going to use during their coaching sessions.   

  
b. You are required to prepare your own coaching plan to detail the communication 

skills and feedback techniques you will use.   
  

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

  
Resources:  

• Assignment Brief   
• Organisation Chart (Figure 2)  
• House Style (Figure 3)  
• Course offerings (Figure 5a)  

  
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 

Information Pack 

 
Introduction 

In act of the new Corporate Training Manager (CTM) I have put together an 
information pack to explain the different tools and techniques Train First use when 
coaching. Doing so creates an effective understanding of the processes and provides 
clear templates to follow or adapt.  

A coaching plan is a process to track and monitor each session done with the 
coachee to understand and asses what needs to be done. It’s a step-by-step process 
to follow and covers all perspectives such as their Aim, Goal, Health, Options and 
Way Forward. This also provides a clear understanding for a coach to see the current 
situation of the coachee and will help display the next steps. 

Skills and Knowledge aligned to coaching 
Before you begin you want to ask yourself some questions, these being: 

- What do you know about coaching? 
- What is the aim of coaching? 
- What skills should you develop? 
- What areas would you like to work on during the sessions? 
- What should be considered? 
- What type of support is needed? (Coaching, Training or Mentoring) 

Coaching  
Coaching is a tool used to support a coachee where it is needed. Coaching is a non-
directive tool and is short-term (2-4weeks). Coaching is a process where you assist 
when you are needed, whiles never giving a direct instruction. To be successful in 
coaching you need to utilize open questions, doing so will give the coachee various 
options and will enable them to ‘think on their feet’.  

A bad example of coaching would be asking directive or closed questions where the 
coachee doesn’t have many options, usually a yes or no question. Avoiding this is a 
must as it provides no thinking room for the coachee causing the process to be long-
term or stopped. 
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Coaching Method Tools and Feedback Techniques 
There are various methods and tools you can use when providing coaching. Using 
methodologies such as GROW, ARROW or OSCAR display a clear underlying 
process when coaching. 

Take GROW for an example, this is the main coaching methodology that has 4-
steps. First ‘G’ which is Goals, setting a goal is not only a target but also a way to 
track progress, this helps the coachee feel accomplished and also shows them that 
they do know what they are doing. The second step is ‘R’ which is for reality. This 
sets a base point, staying real and not ‘sugar coating’ will not only achieve the task 
faster, but will also end up getting a better outcome from the coachee, small progress 
is good progress but sometimes can be praised to soon when there are harder 
targets ahead. Thirdly you have ‘O’ which is options. Having various options is a 
great step, each person is different and when coaching you have to take that into 
consideration, having various options helps the process to consistently keep moving 
forward. If one option doesn’t work, the coach can refer to another one. The last step 
is ‘W or W-F’ which is Way-Forward. This is to address the future or next steps for 
the coachee, as a coach you want to make sure the coachee is ready and 
comfortable, having a ‘Way Forward’ will assist that. 

Coaching Methods 
Here are some coaching Methods and questions you should consider depending 
what step you are on: 

GROW 

Goals What is the overall goal? 

Reality What is the current situation?  

Options What options are there, what could be done differently? 

Way-Forward What are the next steps? 

 

OSCAR 

Outcome What is the outcome you want to achieve? 

Situation What is the current situation? 
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Choices What choices do you have? 

Actions What have you put in place to achieve this? 

Review How well did you do, would you do anything differently? 

 

ARROW 

Aim What is you aim? 

Reality What is the current situation? 

Recourse What do you need? 

Options What do you want to do, what options are there? 

Way Forward What are you going to do next? 
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Coaching Plan  

 
The coaching plan I have put together helps track the process of the coaching. You 
can monitor progress towards the goals and you understand what was achieved 
each session. Monitoring progress and understanding what is understood and what 
isn’t is vital for the coach. This is because coaching is a short-term process but 
repeating sessions or not knowing what the coachee has progressed from could turn 
it into a long-term process. This coaching plan is utilizing the GROW model and 
helps set the targets and show each step of the process. 

I also have provided a template for the coach’s note taking and provided feedback 
technique and models to follow. 

Coaching Plan 

(Coach’s Name and E-Mail) 

(Coachee’s Name and E-Mail) 

Date, Time, Location, Length of Session Number of Sessions 

 1 

 2 

 3 

 4 

 5 

Overall aim of the sessions: 

 

 

 

Model used for this session (GROW) 
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Goals 

- 

- 

- 

Summary of Goals 

 

 

Realty 

- 

- 

- 

Summary of Realty 

 

 

Options 

- 

- 

- 

Summary of Options 

 

Way-Forward 

- 

- 

- 

Summary of Way Forward 
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Coach Signature 

 

Date & Time 

 

Note taking 

Date & Time  

Coach Name and E-mail 

Coachee Name and E-mail 

Current Situation 

 

 

 

Overall Goal 

 

 

 

Change Plan and Agreed Action 

 

 

 

Alternatives explored and selected options 
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Coach Signature  

 

Techniques for affective coaching communication 

Active Listening When being trained, ensure you are 
actively listening, doing so you can: 

- Face the coach, listen and pay 
attention. 

- Body Language 
- Appropriate Voice Tone 
- Formal speaking (no 

slang/inappropriate words) 
Types of Questions All the various types of questions you 

may be asked: 

- Closed 
- Open 
- Forward Focussed  
- Hypothetical 
- Behavioural 
- Clarifying 
- Reflective 

Give Feedback - Frame = What was discussed? 
- Evidence = Describe what you 

have seen. 
- Discussion = Ask questions to 

find out their perspective and 
their story. 

 

Feedback Techniques 

Having good feedback is great for both parties involved with the coaching, you get 
both options and understand the coachee’s main concerns. To maintain good 
feedback, you can ask feedback question which are displayed in the table below or 
utilize the CEDAR model which is a tool used to get good feedback. 

Feedback Questions 

What would you like to achieve? 
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What did you notice? 

Can I make a suggestion? 

What are the next steps you want to work on? 

What went well? 

What will you do about it in the future? 

  

CEDAR Model for Feedback 
CEDAR is a tool used when a business wants to get good constructive feedback. To 
avoid getting random bits and points, having a structured feedback process will help 
notice trends and also increase efficiency when processing it.  

CEDAR 
Model: 

Context 

Example 

Diagnosis 

Actions 

Review 
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List of Questions  

 
Questions that could be asked 

Stage  Intention How will I undertake this? 

Exploration  What does the 
coachee want to 
achieve? 

Ask open non-directive questions- 

- What is your goal? 
- How do you think you can 

achieve this? 
- What do you want to 

accomplish? 
- How will you get there? 

Current Situation What is the current 
situation of the 
coachee? 

Ask open directive questions- 

- Where do you think you are 
now? 

- What is bad about it? 
- What is good about it? 
- How do you think you are 

doing? 
Options What other options 

could be considered? 
Ask open directive questions-  

- What would you want to do? 
- What other options do you 

have? 
- Have you considered another 

way? 
- What would you change? 

Next Steps What is the way 
forward or next steps 
to achieve this goal? 

Ask open non-directive or directive 
questions- 

- What are you going to do next? 
- Who else needs to know? 
- What do you want to achieve? 
- Do you want to do anything 

differently? 
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Task 6 – Spreadsheet 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) 6 

Evidence title / description • Spreadsheet   
• Visual data representation    
• Report on recommended five core training courses 

across all centres  
 

Date submitted by 
candidate DD/MM/YY 
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Task 

Task 6 – Create a spreadsheet to analyse business data   
  
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. Create a spreadsheet to present a summary of the courses delivered in one year 
across all locations. Calculate projected course delivery for the coming year, and 
present a 5% target increase on the previous year's totals.   

  
b. Use the information contained in the spreadsheet and information from the previous 

year’s sales to create a visual representation to support the data analysis. You should 
choose a valid format to present the data.  

  
c. Make a recommendation for the business to offer five core training courses across 

all centres to support potential growth. You will need to:   
o Analyse the data contained within your spreadsheet to make recommendations   
o Write a report that explains your recommendations   

  
Resources:  

• Assignment Brief   
• Regional centres (Figure 1)  
• Course Offering (Figure 5a)  
• Annual Course Enrolments (Figure 5b)  

  
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:  

• Spreadsheet   
• Visual data representation    
• Report on recommended five core training courses across all centres  
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Candidate evidence 

Spreadsheet & Visual Data Representation 

Regional Centres Aberdeen 5% Increase Birmingham 5% Increase Cardiff 5% Increase 

Courses Sales Volume Y1 Projected Volume Y2 Sales Volume Y1 Projected Volume Y2 Sales Volume Y1 Projected Volume Y2 

Introduction to Word Processing 780 819 0 0 0 0 

Intermediate Payroll 600 630 0 0 0 0 

Advanced Spreadsheets 358 376 0 0 0 0 

Project Management  631 663 90 95 0 0 

Service Desk Management 800 840 0 0 0 0 

Computerised Accounts 79 83 78 82 0 0 

Web Design 66 69 0 0 0 0 

Introduction to GDPR 0 0 0 0 1068 1121 

Change Management 0 0 345 362 0 0 

Business Analytics 0 0 89 93 0 0 

Data Management 0 0 466 489 0 0 

Health & Safety in the Workplace 0 0 0 0 4567 4795 

Introduction to Spreadsheets 0 0 0 0 0 0 

Digital Transformation 0 0 0 0 0 0 

Business Continuity Management 0 0 0 0 0 0 

Social Media Management 456 479 0 0 0 0 

Introduction to Graphic Design 19 20 0 0 0 0 
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Introduction to Cyber Security 0 0 900 945 0 0 

Total Courses Sold per Location 3789 3978 1968 2066 5635 5917 

Total in £ £1,132,911.00   £1,189,556.55   £588,432.00   £617,853.60   £1,684,865.00   £1,769,108.25  
 

 

Regional Centres Edinburgh  5% Increase Glasgow 5% Increase Liverpool (CC) 5% Increase 

Courses Sales Volume Y1 Projected Volume Y2 Sales Volume Y1 Projected Volume Y2 Sales Volume Y1 Projected Volume Y2 

Introduction to Word Processing 0 0 0 0 0 0 

Intermediate Payroll 0 0 0 0 0 0 

Advanced Spreadsheets 0 0 0 0 0 0 

Project Management  0 0 809 849 0 0 

Service Desk Management 0 0 0 0 0 0 

Computerised Accounts 0 0 0 0 0 0 

Web Design 0 0 0 0 0 0 

Introduction to GDPR 0 0 0 0 231 243 

Change Management 0 0 0 0 0 0 

Business Analytics 0 0 0 0 0 0 

Data Management 0 0 0 0 0 0 

Health & Safety in the Workplace 0 0 7809 8199 456 479 

Introduction to Spreadsheets 0 0 0 0 0 0 

Digital Transformation 79 83 0 0 0 0 

Business Continuity Management 599 629 0 0 0 0 
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Social Media Management 0 0 0 0 0 0 

Introduction to Graphic Design 90 95 0 0 0 0 

Introduction to Cyber Security 0 0 0 0 0 0 

Total Courses Sold per Location 768 806 8618 9049 687 721 

Total in £ £229,632.00   £241,113.60   £2,576,782.00   £2,705,621.10   £205,413.00   £215,683.65  
 

  

Regional Centres London 5% Increase Manchester 5% Increase Newcastle UT 5% Increase 

Courses Sales Volume Y1 Projected Volume Y2 Sales Volume Y1 Projected Volume Y2 Sales Volume Y1 Projected Volume Y2 

Introduction to Word Processing 0 0 809 849 0 0 

Intermediate Payroll 0 0 0 0 0 0 

Advanced Spreadsheets 0 0 0 0 0 0 

Project Management  0 0 0 0 344 361 

Service Desk Management 1097 1152 0 0 0 0 

Computerised Accounts 3431 3603 0 0 0 0 

Web Design 65 68 322 338 0 0 

Introduction to GDPR 0 0 0 0 807 847 

Change Management 0 0 0 0 0 0 

Business Analytics 0 0 0 0 0 0 

Data Management 0 0 0 0 0 0 

Health & Safety in the Workplace 0 0 0 0 0 0 

Introduction to Spreadsheets 0 0 788 827 0 0 
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Digital Transformation 0 0 0 0 0 0 

Business Continuity Management 0 0 0 0 0 0 

Social Media Management 0 0 0 0 0 0 

Introduction to Graphic Design 0 0 0 0 0 0 

Introduction to Cyber Security 0 0 0 0 0 0 

Total Courses Sold per Location 4593 4823 1919 2015 1151 1209 

Total in £ £1,373,307.00   £1,441,972.35   £573,781.00   £602,470.05   £344,149.00   £361,356.45  

 

Totol Courses Sold Y1 29128  

Each course 
is £299  

Total Revenue from Y1 £8,709,272.00     

     

Projected Courses Sold Y2 30584    

Total Projected Revenue from Y2 £9,144,735.60     

 

Course that are offered per Centre  
Courses that are not offered per 
Centre  
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Courses Aberdeen Birmingham Cardiff Edinburgh  Glasgow Liverpool (CC) London Manchester Newcastle UT 

Introduction to Word Processing          

Intermediate Payroll          

Advanced Spreadsheets          

Project Management           

Service Desk Management          

Computerised Accounts          

Web Design          

Introduction to GDPR          

Change Management          

Business Analytics          

Data Management          

Health & Safety in the Workplace          

Introduction to Spreadsheets          

Digital Transformation          

Business Continuity Management          

Social Media Management          

Introduction to Graphic Design          

Introduction to Cyber Security          
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Regional Centres     
Courses Sales per Course  Total Revenue from Each Course Total Cancelation Enrolements (CE) per Course Opertunity cost of CE 
Introduction to Word Processing 1589 £475,111.00  98 £29,302.00  
Intermediate Payroll 600 £179,400.00  0 £-    
Advanced Spreadsheets 358 £107,042.00  0 £-    
Project Management  1874 £560,326.00  66 £19,734.00  
Service Desk Management 1897 £567,203.00  60 £17,940.00  
Computerised Accounts 3588 £1,072,812.00  108 £32,292.00  
Web Design 453 £135,447.00  21 £6,279.00  
Introduction to GDPR 2106 £629,694.00  8 £2,392.00  
Change Management 345 £103,155.00  0 £-    
Business Analytics 89 £26,611.00  0 £-    
Data Management 466 £139,334.00  0 £-    
Health & Safety in the Workplace 12832 £3,836,768.00  46 £13,754.00  
Introduction to Spreadsheets 788 £235,612.00  16 £4,784.00  
Digital Transformation 79 £23,621.00  2 £598.00  
Business Continuity Management 599 £179,101.00  0 £-    
Social Media Management 456 £136,344.00  56 £16,744.00  
Introduction to Graphic Design 109 £32,591.00  24 £7,176.00  

Introduction to Cyber Security 900 £269,100.00  5 £1,495.00  

     

   Totol Courses Sold  29128 

Each course is £299   Total Revenue £8,709,272.00  

   Total of CE 510 

   Total cost of CE £152,490.00  

   Location Selling Product  
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Recommendation Report 

 
As asked, I have put together a Spreadsheet and Data analysis. I was also asked to 
recommend five core training courses across all centres. To find the five core training 
courses I have considered: 

- The total sales from each individual course 
- The total revenue from each course 
- The total amount of cancelations for each course 
- The opportunity cost because of the cancelations. 
- The sum amount of all the headings above (Total courses sold/Total of CE 

etc.) 

Doing so has abled me to asses and analyse the data, the top 5 core courses sold 
between all the regional centres are: 

Health & Safety in the 
Workplace 

This course is the highest selling out of every 
single course offered. Turning in over 3.8million 
Pounds. H&S is only offered in two centres, so 
having another centre with this course is a great 
opportunity for success and potential growth. 

Computerised Accounts  This course is the second highest selling 
course; however, it has the Highest 
cancelations across all the courses, standing at 
108. Its held at three locations however 
introducing the course to another centre will 
introduce growth. 

Introduction to GDPR Thirdly is Introduction to GDPR. Its one of the 
highest selling courses and also has the lowest 
cancelations out of all the top five. 

Service Desk Management  Service desk management is only available at 
two centres however it is a popular course and 
definitely has room to potentially grow. 
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Introduction to Word Processing 
(IWP) 

Although project management made 560k when 
IWP made 475k I believe there is more 
opportunity to grow with IWP. Project 
management is held at 4 centres whiles IWP is 
only held at two centres. If IWP was held at 
three it more it would definitely increase the 
sales and overtake project management and 
possibly service desk management in revenue. 

 

Introducing these Five Courses offered is a great opportunity for growth and 
succession for Train First. It includes courses that are already tremendously 
successful but also gives other courses the opportunity to succeed as they haven’t 
been saturated enough. I recommend all of the above as they have proven to 
succeed or proven to have potential. 

I hope my recommendations reach the satisfactory expectations and after analysing 
the data I do trust the five courses mentioned are the best for Train First and the 
future towards succession and growth. 
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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, © 2024. ‘T-LEVELS’ is a registered trademark of the Department for Education. ‘T Level’ is a registered 
trademark of the Institute for Apprenticeships and Technical Education. ‘Institute for Apprenticeships & Technical 
Education’ and logo are registered trademarks of the Institute for Apprenticeships and Technical Education.   

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

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