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Introduction

Summer 2024 Results

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

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

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

Grade
Strongest performance

€ This evidence (holistically)

Unclassified

Weakest performance

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

Task

This section details the tasks that the candidate has been asked to carry out. What needs to
be submitted for marking and any additional evidence required including any
photograph/video evidence. Candidate evidence that was or was not included in this Grade
SEM has also been identified within this section.

In this Grade SEM there is candidate evidence from:

Task 1 — Project Planning

Task 2 — Stakeholder Review and Engagement
Task 3 — Policy Development

Task 4 — Prepare Documentation

Task 5 — Coaching

Task 6 — Spreadsheet Development
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Candidate evidence

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

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

Important things to note:

e We discussed the approach to standard setting/maintaining with Ofqual and the other
awarding organisations before awarding this year. We have agreed to take account of the
newness of qualifications in how we award this year to recognise that students and
teachers are less familiar with the assessments (grading-arrangements-for-vtgsand-
technical-qualifications-within-t-levels-in-the-academic-year-2023-t0-2024), whilst also
recognising the standards required for these qualifications.

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

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

Demonstrate an acceptable performance that meets the requirements of the brief,
demonstrates adequate technical skills and techniques for providing business support, such
as time management, document creation, drafting documentation and maintaining accurate
and acceptable quality records.

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

Demonstrate an acceptable use of techniques and tools required to support business support
tasks. An attempt is made to demonstrate breadth and depth of knowledge and
understanding of business support principles and processes.

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

Demonstrates the selection and use of communications and media that are suitable for the
intended stakeholder engagement.

Select appropriate clear verbal and written communication methods.
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Task 1 — Project Planning

Assessment number 8715-313
(eg 1234-033)
Assessment title Occupational Specialism

Candidate name <first name> <surname>

(RN ERELGICEICH O ABC1234

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

Task(s) 1

Evidence title / description PESTLE analysis
Project plan
Visual timeline of project plan

Outline waste reduction proposal document

Date submitted by DD/MM/YY
candidate
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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
e The tasks to be undertaken to ensure a successful opening of the new centre
e 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:
e The maximum time allocated for this task is 8 hours
e You must carry out the task on your own, under controlled conditions

What must be produced for marking 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

Political Factors:

¢ Government regulations:

O

O

O

O

O

Compliance with training industry regulations

Impact of changing government policies on training services
Lobbying efforts to influence government decisions
Relationships with local authorities for support

Political stability affecting business operations

e Government funding:

O

O

O

O

O

Availability of government funding for training initiatives
Access to grants or subsidies for training programs
Political support for workforce development

Advocacy for training programs at government level

Government initiatives influencing training demand

Economic Factors:

e Market demand:

O

O

O

O

e}

Analysis of economic trends in the Liverpool area.
Business opportunities for commercial training
Pricing strategies for corporate clients and individuals
Economic indicators impacting training budgets

Economic forecasts affecting training industry growth

e Cost management:

O

O

O

O

O

Cost of setting up and running a training centre in Liverpool
Budget allocation for relocation and centralisation
Cost-benefit analysis for centralizing training operations
Financial implications of streamlining training services

Revenue projections for increased sales in the Northwest

Social Factors:
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e Demographic analysis:

O

O

O

O

O

Demographic profile of potential training participants in Liverpool
Social trends influencing training preferences

Cultural considerations for training delivery

Social media engagement for marketing training courses

Community engagement for local training initiatives

e Training needs:

O

O

O

O

O

Analysis of skill gaps in the Liverpool area.

Tailoring training programs to meet diverse needs

Social impact of enhancing technical and commercial skills
Inclusivity and diversity in training offerings

Social responsibility initiatives through training programs

Technological Factors:

e Digital integration:

O

O

O

O

O

Implementation of digital platforms for training delivery
Technological infrastructure requirements for centralised training
Training tools and software for remote learning

IT support for seamless training operations

Cybersecurity measures for protecting training data

e |nnovation:

O

O

O

O

O

Technological innovations in training methodologies
Adoption of emerging technologies for skill development
Investment in tech advancements for training efficiency
Training content delivery through online platforms

Tech partnerships for enhancing training offerings

Legal Factors:

e Regulatory compliance:

O

O

O

O

O

Legal requirements for operating a training centre in Liverpool
Compliance with industry specific regulations

Employment laws impacting training staff

Data protection and privacy regulations for training records

Intellectual property rights for training materials

e Contractual agreements:
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O

Legal considerations for partnerships with trainers
Contract negotiations with clients for training services
Liability issues related to training programs

Dispute resolution mechanisms in training agreements

Legal risks associated with centralised training operations

Environmental Factors:

e Sustainability practices:

O

O

O

O

O

Environmental impact assessment for the new Liverpool centre
Waste management strategies for reducing environmental footprint
Energy-efficient measures for sustainable operations

Green building initiatives for the new training facility

Environmental certifications for demonstrating sustainability

e Carbon footprint reduction:

O

O

O

O

O

Carbon emission reduction goals for training activities
Renewable energy sources for powering training facilities
Employee training on environmental sustainability

Green procurement practices for training materials

Environmental audits for tracking sustainability progress

This detailed and comprehensive PESTLE analysis provides insights into the various

considerations and potential risks associated with opening the new centre in Liverpool for

Train First, considering the organisation’s commercial requirements and private nature.

8715-313 Occupational Specialism — Summer 2024 Pass Grade SEM (v1-0)

10



Risk Analysis

Risk: low sales in the Liverpool area could continue, resulting in lower revenue and

reduced profitability for Train First.

e Importance: high

e Impact: high

e Mitigation: Train First can conduct market research to determine the causes of low
sales and adapt to changing market demands. Additionally, Train First can invest in
marketing efforts reach potential clients in the Liverpool area, establish partnerships
with local businesses and organisations, and offer customised training programs that
cater to the needs of Liverpool businesses. By centralising across all locations, Train
First can also identify cost efficiencies and invest in marketing initiatives to increase

sales across the Northwest.

Risk: relocating to a new central location Liverpool could lead to increased costs and

logistical challenges.

e Importance: high

e Impact: high

¢ Mitigation: the internal project team can analyse potential costs and of the relocation,
including rental costs, employee commuting costs, and equipment and resource
needs. Additionally, the project team can plan for logistics and transportation of
training materials and equipment the new centre to minimise downtime and ensure
that training services can be delivered without interruption. By establishing efficient
processes for the relocation, Train First can minimise costs and potential disruptions

service delivery.

Risk: identifying and hiring qualified trainers to deliver courses in the Liverpool area

could be challenging.

¢ Importance: medium

e Impact

e Impact: medium: Train First can conduct a thorough assessment of the training needs
in the Liverpool area and identify any gaps in expertise or qualifications. Based on
this analysis, Train First can partnerships with local educational institutions or training
providers to source qualified trainers. Additionally, Train First can offer training and

upskilling programs to existing trainers to meet the needs of Liverpool market and
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establish a robust recruitment process to ensure that the best candidates are

selected for training positions.

Risk: Environmental waste levels in the new Liverpool centre could be high negatively

impacting Train First’s reputation and leading to potential legal or regulatory issues.

e Importance: high

e Impact: medium

- Mitigation: the project team can an environmental impact assessment and waste
management plan for the new Liverpool centre that outlines waste reduction targets,
identifies recycling initiatives, and training staff on sustainable practices. Train First
can invest in LED lighting across all floors of the new Liverpool centre to support
energy efficiency and reduce carbon emissions. By prioritising sustainable practices,
Train First can become a leader in-friendly organisations and improve its reputation in

the Liverpool market.

Risk: Centralising training across all locations could lead to resistance from regional

managers and employees who are accustomed to autonomous making.

e Importance: medium

¢ Impact: medium

- Mitigation: the project team can conduct a thorough assessment of the potential
impact of centralising training on regional and their employees. Effective
communication and involvement of regional managers and employees in decision-
making processes and training program design can build understanding and
acceptance of the new approach. Additionally, and rewards can be introduced to
encourage collaboration and participation in the centralisation process. By prioritising
clear communication and employee engagement, Train First can successfully

establish a centralised training that promotes cost efficiencies and consistency.

Individual Risk & Mitigation for each factor

Political Factors:

Government requlations:

e Risk: the training industry is heavily regulated, and compliance with training industry

regulations is important to avoid penalties and legal issues. The impact of

8715-313 Occupational Specialism — Summer 2024 Pass Grade SEM (v1-0) 12



government policies on training services can also be changed abruptly and affect
training operations, especially compliance with training industry regulations.
Mitigation: Train First can establish connections with local authorities, prepare
contingency plans for policy changes, and ensure compliance with regulations to
prevent legal issues. Additionally, First can lobby for policies that positively impact

workforce development and training demand.

Government funding:

Risk: government funding for training initiatives can be a significant source of revenue
but it is often unpredictable and limited.

Mitigation: Train First can diversify funding sources, establish a good relationship with
government authorities, and research and apply for grants subsidies for training
programs. According to the Liverpool City Region Skills Strategy, the local
government has allocated £3.4 million for skills initiatives in 2022/2023 — Google.

Economic Factors:

Market demand:

Risks: economic trends and forecasts can greatly impact the demand for training
services. In Liverpool, economic activity has been heavily impacted by the COVID-19
pandemic, leading to an uncertain economic outlook.

Mitigation: Train First can conduct research on market trends and adapt to changing
demands, establish a pricing that can accommodate economic changes, and focus

on marketing efforts to reach potential clients.

Cost management:

Risks: opening and running a training centre in Liverpool can incur significant costs
such as rent and equipment. Streamlining training services and centralising
operations can also have a financial implication that can negatively affect revenue
projections.

Mitigation: Train First analyse potential costs and benefits of centralising and
streamlining training services, establish a realistic budget and cost-benefit analysis,
and consider revenue projections before making any decisions. According to the
Liverpool City Region Skills Strategy, Train First can benefit from the region’s low

cost of living and the availability of affordable office space.

Social Factors:
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Demographic Analysis:

Risks: the demographic profile and social trends can greatly affect training
preferences and the demand for training services. Liverpool’s population is diverse,
with 42% of the coming from a foreign background.

Mitigation: Train First can conduct research on the demographic profile and social
trends of potential participants, tailor training programs to cater to needs and
preferences, and consider inclusivity and diversity in training offerings. Additionally,
Train First can consider engaging with community organisations to better understand

and meet local needs.

Training:

Risks: not meeting skill gaps and training needs in Liverpool can lead to a mismatch
in the labour market, resulting in a lack of qualified workers and increased
unemployment.

Mitigation: Train First can conduct analysis on skill gaps in the Liverpool area and
tailor training programs to meet diverse needs, including enhancing technical and
commercial skills. Additionally, First can consider offering apprenticeships and

upskilling programs to better meet local training needs.

Technological Factors:

Digital Integration:

Risks: implementing digital platforms tools for training delivery can pose a risk to
cybersecurity, especially the protection of training data.

Mitigation: Train First can invest in cybersecurity measures and IT support, establish
for protecting training data, and ensure compliance with data protection and privacy
regulations. Liverpool’'s tech sector has grown significantly in recent years, creating
opportunities for Train First to partner local tech companies to better integrate digital

tools into training delivery.

Innovation:

Risks: not adopting emerging technologies for skill development can lead to a
mismatch in the market, resulting in a lack of qualified workers and increased

unemployment.
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Mitigation: Train First can invest in tech advancements for training efficiency and
delivery, consider partnering with local companies or experts, and offer training

content delivery through online platforms.

Environmental Factors:

Sustainability Practices:

Risks: establishing sustainable practices for the new Liverpool centre can incur
additional costs require significant efforts from Train First.

Mitigation: Train First can conduct an environmental impact assessment and research
environmental sustainability initiatives, implement waste management and energy-
efficient strategies, green building initiatives for the new training facility, and consider
environmental certifications. Liverpool City Region has set a goal to be carbon-neutral
by 20240 and has numerous initiatives resources available to support sustainability
efforts.

Carbon Footprint Reduction:

Risks: not addressing carbon emission reduction in training activities can harm Train
First’'s reputation and fail to meet regulations.

Mitigation: Train First can set carbon emission reduction goals for training activities,
use renewable energy sources for powering training facilities, implement employee
training on environmental sustainability and consider green procurement practices for
training materials. According to Liverpool City Region’s climate action plan, the
region’s current carbon footprint is 10.6 million tonnes of Co2, and local businesses

must participate in reducing emissions to meet carbon-neutral goals.
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Project Plan

Project name: The relocation of Train First’s new training centre.
Date: 15/04/2024
Presented by: Candidate Name (Business Support Administrator)

Project Scope:

The relocation of the Train First Liverpool centre to a more centralised location to increase
sales and function as the Northern training hub. The project aims establish efficient
processes for the relocation that minimise costs, reduce downtime, and ensure
uninterrupted service delivery. The project also aims to centralise and streamline training
offerings across all locations costs efficiencies and consistency. The project includes
designing an environmental impact assessment and waste management plan for the new
Liverpool centre to support Train First's commitment to sustainability.

Goals & Targets:

Complete the relocation for the Liverpool centre to the new centralised location by
the end of August 2024.

Establish processes and procedures to ensure that service is uninterrupted during
the relocation.

Centralise training offerings across all locations to provide cost efficiencies and
consistency.

Implement an environmental impact assessment and waste management plan for
the new centre to align with sustainability goals.

Tasks to be undertaken:

Conduct market research to determine the best location for the new centralised
Liverpool centre.

Analyse potential costs and benefits of the relocation, including rental costs,
employee commute costs, and equipment and resource needs.

Plan logistics and transportation of training materials and equipment minimise
downtime.

Establish partnerships with local educational institutions or training providers to
source qualified trainers to meet the needs of Liverpool businesses.

Conduct a thorough assessment of the impact of centralising training on regional
centres and their employees.

Design marketing initiatives to reach potential clients in the Liverpool area and
establish partnerships with local businesses and organisations.

Establish an efficient waste management plan with an environmental impact
assessment for the new Liverpool centre.

Train staff on sustainable practices and implement incentives and rewards to
encourage in sustainability efforts.

Resources:

Project manager

Internal project team
External contractors/partners
IT support

Training specialists/trainers
Management consultants

Timescales:

Market research and analysis: APRIL-MAY 2024

Logistics planning: MAY 2024

Partnership establishment and recruitment: JUNE-JULY 2024
Centralisation planning and implementation: JULY 2024

Waste management planning and implementation: JULY-AUGUST 4
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- Training and sustainability efforts planning and implementation: AUGUST 2024

Time management theories & Prioritisation:

To ensure timely completion of project, time management theories such as the Critical
Path Method can be implemented by identifying critical tasks and determining the shortest
possible duration for the project. Prioritisation can also be implemented by identifying high
priority tasks and allocating more time and resources to those tasks.

Justification:

The relocation of the Liverpool centre to a new centralised location and centralising
offerings across all locations will provide cost efficiencies and improve consistency in
service delivery. Additionally, the establishment of an efficient waste management plan
and sustainability efforts will align with Train First values and reputation as an
environmentally friendly organisation. The project will contribute toward Train First’s goal of
maximising efficiency across all locations and increasing sales in the Liverpool area.

8715-313 Occupational Specialism — Summer 2024 Pass Grade SEM (v1-0) 17



Visual Timeline of Project Plan

Market Research &
Analysis

Logistics Planning

T st ]
APRIL - MAY 2024 MR

Centralisation Waste Manage ment
Planning & ) Planning &
Implementation T Implementation

JuLy 2024 JULY - AUGUST 2024
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Outline Waste Proposal Document

Recommendation 1: Implement Centralised Waste Management System

Intention: introduce a centralised waste management system to streamline processes and
reduce waste across all Train First centres. This initiative aims to enhance operational

efficiency, reduce cost, and promote sustainability.
Stakeholder considerations:

- Employees: engage employees in the transition to centralised waste management
through training programs and regular communication to ensure their understanding
and cooperation.

- Clients: communicate the benefits of centralised waste management, such as
improved environmental sustainability and cost efficiencies, to demonstrate Train

First's commitment to responsible business practices.

Recommendation 2: Establish Recycling Programs

Intention: implement comprehensive recycling programs for paper, plastics and other
recyclable materials at all Train First centres to reduce landfill waste and promote

environmental stewardship.
Stakeholder considerations:

- Suppliers: collaborate with suppliers to source environmentally friendly materials and
promote recycling practices throughout the supply chain.

- Local community: engage with local communities to raise awareness of Train First's
recycling initiatives, fostering positive relationships and demonstrating corporate

social responsibility.

Recommendation 3: Promote Digitalisation Initiatives

Intention: encourage digitalisation efforts to minimise paper usage, promote electronic

documentation, and reduce the organisation’s environmental impact.
Stakeholder considerations:

- Clients: provide digital training materials to clients where feasible, showcasing Train

First’'s commitment to sustainable practice and technological advancement.
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- Regulatory bodies: ensure compliance with data protection regulations when
transitioning to digital documentation, addressing any concerns related to data

security and privacy.

Recommendation 4: Invest in Energy-Efficient Solutions

Intention: invest in energy-efficient appliances, lighting systems, and equipment to reduce

energy consumption and support Train First’s sustainability goals.
Stakeholder considerations:

- Investors: highlight the long-term cost savings and environmental benefits of energy-
efficient solutions to attract investor support for sustainability initiatives.

- Government agencies: collaborate with government bodies to access incentives or
grants for implementing energy-efficient measures, demonstrating Train First’s

commitment to environmental responsibility.

Recommendation 5: Conduct Regular Waste Audits

Intention: conduct regular waste audits at all Train First centres to monitor progress, identify

improvement opportunities, and ensure compliance with waste reduction objectives.
Stakeholder considerations:

- Employees: involve employees in waste audit processes to foster a culture of
accountability and continuous improvement in waste management practices.

- Community organisations: share waste audit results with local community
organisations to showcase Train First's commitment to transparency and

environmental sustainability.

By implementing these recommendations, Train First can reduce waste across its centres,
comply with relevant legislation, and enhance its environmental footprint. Engaging
stakeholders through effective communication, training, and collaboration will be essential to
ensure successful implementation of these waste reduction initiatives and secure
stakeholder buy-in. Leveraging change management theories, such as Lewin’s Change
Management Model and Kotter’'s 8-Step Change Model, can help align stakeholders with

Train First’s sustainability goals and drive positive organisational change.

Current Waste Management Practices:
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Train First’s current waste management practices involve localised handling at each centre,
potentially resulting in inefficiencies and missed opportunities for improvement. Without a
centralised waste management system, costs may be higher, and environmental impacts

greater than necessary.

Recommendations for Waste Reduction:

1. Centralised waste management: establish a centralised waste management system
to streamline processes, reduce redundancies, and enhance overall efficiency in
waste handling.

2. Recycling programs: implement comprehensive recycling programs for paper,
plastics, electronics, and other recyclable materials to promote sustainability and
reduce waste sent to landfills.

3. Digitalisation initiatives: encourage digitalisation efforts to minimise paper
consumption, promote electronic documentation, and reduce the organisation’s
carbon footprint.

4. Energy efficiency measures: invest in energy-efficient appliances, lighting systems,
and equipment to decrease energy consumption and lower operational costs while
supporting sustainability goals.

5. Partnerships for responsible waste disposal: form partnerships with local
recycling facilities and waste management companies to ensure responsible disposal
of waste materials and promote environmental stewardship.

6. Regular waste audits and reporting: conduct routine waste audits, track
performance indicators, and publish reports to monitor progress, identify improvement

areas, and maintain compliance with waste reduction objectives.

Compliance with Relevant Legislation:

Adhering to waste management regulations, including proper disposal of hazardous
materials, is crucial to avoid legal penalties, uphold ethical standards, and demonstrate
commitment to environmental responsibility. Train First must stay informed of evolving
environmental laws and regulations to ensure compliance and sustainable waste

management practices.

Potential impact on stakeholder buy-in
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Detailed benefit analysis: conduct a detailed analysis outlining the financial,
environmental, and social benefits of waste reduction initiatives to effectively
communicate the positive impact on stakeholders.

Engagement strategies: develop tailored engagement strategies to involve
stakeholders at all levels, including employees, clients, suppliers, and the local
community, in waste reduction efforts.

Training and awareness programs: implement training programs and awareness
campaigns to educate stakeholders about the importance of waste reduction,

sustainability practices, and their role in achieving organisational goals.

Change Management Theories for Stakeholder Engagement

1.

Lewin’s Change Management Model: Apply Lewin’s model to unfreeze existing
waste management practices, implement sustainable strategies, and foster a culture
of continuous improvement across all centres.

Kotter’s 8-Step Change Model: Employ Kotter's model to create a sense of
urgency, build a coalition of change champions, and effectively communicate the

vision for waste reduction and sustainability initiatives to secure stakeholder buy-in.

Conclusion

In conclusion, a detailed waste reduction strategy aligned with relevant legislation,

stakeholder engagement initiatives, and effective change management theories will enable

Train First to enhance operational efficiency, reduce costs, and demonstrate leadership in

environmental sustainability. By centralising waste management practices, promoting

recycling, and fostering a culture of sustainability, Train First can achieve its mission of

‘learning together’, ‘growing together’, and ‘aspiring together’ while setting a positive example

for environmental responsibility.

This comprehensive and detailed proposal outlines a strategic roadmap for Train First’s

waste reduction efforts, compliance with legislation, stakeholder engagement strategies, and

change management theories to support the organisation’s environmental sustainability

goals and drive positive change across its operations.
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Task 2 — Stakeholder Review and Engagement

Assessment number 8715-313
(eg 1234-033)

Assessment title Occupational Specialism

Candidate name <first name> <surname>

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

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

Task(s) 2

Evidence title / description o Stakeholder map

o Stakeholder engagement plan

e Meeting materials (Meeting agenda, Minutes
template, Introductory email)

e Report in response to concern of the cost of LED
lighting

Date submitted by DD/MM/YY
candidate
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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:
e A meeting agenda
e A template for minutes, and guidance on what will be captured

e Anintroductory 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:
e Project Plan from Task 1
e Assignment Brief
e Internet
e House Style (Figure 3)

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

What must be produced for marking that marks will be awarded for:
o Stakeholder map
o Stakeholder engagement plan
e Meeting materials (Meeting agenda, Minutes template, Introductory email)
e Report in response to concern of the cost of LED lighting
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Candidate evidence

Stakeholder Map

Keep Satisfied (Inform & Consult)
Stakeholder Engagement:

- Train First Regional Centre
Managers: Communication and
consultation are essential to keep
them satisfied and supportive of the
centralisation process.

- Liverpool residents: Communication
and consultation will keep them
assured that Train First is committed
to operating sustainably.

Keep Informed (Inform and Consult)

Stakeholder Engagement:
Industry associations: These
stakeholders need to be kept
informed and consulted on
developments to ensure Train First
remains competitive and up to date
on industry trends.

- Government Regulatory Bodies:
These stakeholders need to be
informed and consulted on
compliance matters such as training
course regulation, health and safety,
and environmental impact.

- Education Institutions: These
stakeholders need to be informed
and consulted on developments
relating to the qualifications offered
by Train First.

- Transport Companies: These
stakeholders need to be informed
and consulted on the logistics and
accessibility of the new location to
ensure ease of access for clients.

Key Players (Inform, Consult &
Collaborate):

- Project Manager: collaboration with
the project manager is essential to
ensure the relocation is managed
successfully and within the desired
time frame.

- Head of Business Development:
Collaboration with the head of
business development is critical to
ensure the relocation support the
expansion of Train First’s market
and the sales strategy of the
company.

- Local Businesses and
Organisations: Collaboration with
local businesses and organisations
will help to ensure that the training
courses offered by Train First meet
their specific needs.

- Trainers and Training Specialists:
Collaboration with trainers and
training specialists will make sure
that their roles and responsibilities
are well-defined and that enough
resources are provided to deliver
quality training courses.

Minimal Effort (Inform) Least Important:
- Individual users: These stakeholders

will be relatively uninvolved in the
relocation process, and their
expectations can be met through
clear communication on the
relocation and centralisation
process.

Conclusion:

The identifificaion and engagement of internal and external stakehoders are crucial to the
success of Train First's new Liverpool centre. By closely collaborating and consulting with
stakeholders, Train First can develop strategies that address their interests and expectations.

Effective stakeholder management can also mitigate the risks and challenges associated
with the relocation process and promote a smooth transition to the new location. The goal is
to establish a reputation for Train First as a trusted training partner that supports sustainable
development and growth for both clients and local communities.
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Stakeholder Expectations:

- Train First CEO Expectation: The new Liverpool centre to improve Train First’s
reputation an environmentally friendly organisation and support the centralisation of
training offerings.

Importance/Influence: High

- Head of Business Development Expectation: Successful completion of project on
time and within budget.
Importance/Influence: High

- Train First Regional Centre Managers Expectation: Support the centralisation of
training offerings review waste levels in their locations.
Importance/influence: High

- Liverpool City Council Expectation: Train First to operate within local laws,
regulations, environmental policies, such as waste management and energy
efficiency.

Importance/influence: High

- Local Businesses and Organisations Expectation: High-quality training courses that
their specific needs and support their growth, particularly in the digital, management
finance, and IT sectors.

Importance/influence: High

- Liverpool Residents Expectation: Train First to be a responsible corporate citizen by
minimising the impact of its operations on the environment and community.
Importance/influence: High

- Manager Expectation: Successful execution of the relocation project and mitigation of
any risks or challenges.
Importance/Influence: High

- Project Team Members Expect: Clear communication and coordination to complete
their tasks and achieve the project goals.
Importance/Influence: Medium

- Trainers and Training Specialists Expectation: Clearly defined roles and
responsibilities and adequate resources to deliver successful training courses.
Importance/Influence: Medium

- Industry Associations Expectation: Collaboration with other organisations the industry
to identify and address emerging trends and challenges that could impact the delivery
of training courses.

Importance/Influence: Medium

- Government Regulatory Bodies Expectation: Compliance with regulations and
guidelines related to training course delivery, health and safety, and environmental
impact.

Importance/Influence: Medium
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- Education Institutions Expectation: Recognition of qualifications and accreditations
within the education sector and partnerships that support the development of
students.

Importance/Influence: Medium

- Transport Expectation: Collaboration to ensure that the new centralised location is

accessible and convenient for clients attending training courses.
Importance/influence: Low
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Stakeholder Engagement Plan

Train First CEO Potential Role: provides overall strategic direction and vision for the launch
of the new Liverpool centre and its focus on environmental sustainability.

Level of interaction required: High

Communication methods:
- Weekly progress report meetings with the CEO and Heads of Department to discuss
the launch’s progress and address any issues or challenges.
- Monthly CEO newsletter updates on the Liverpool centre’s progress to keep the CEO
informed of developments.
- One-on-one meetings with the CEO to discuss the environmental sustainability
initiatives planned for the new centre.

Effectiveness:

- Regular interaction and communication will ensure that the CEO is aware of any
developments or progress concerning the launch of the new Liverpool centre and the
plans for environmental sustainability, allowing for timely feedback and guidance.

- Head of Business Development Potential Role: Oversees the corporate training
strategy and ensures that the new Liverpool centre can effectively cater to the
corporate training market in the Northwest region.

Stakeholder: Regional Centre Managers

Potential Role:

Regional Centre Managers are crucial in overseeing operations and sustainability practices
at Train First’s regional centres. Their role includes evaluating waste levels, implementing
sustainable practices, and ensuring alignment with the CEQ’s vision for environmental
friendliness.

Level of Interaction Required:

High interaction with Regional Centre Managers is essential to drive sustainability initiatives.
Their involvement will be instrumental in spearheading changes, fostering a culture of
sustainability, and ensuring compliance with environmental standards.

Communication Methods:

In addition to regular video conferences, personalised one-on-one meetings should be
conducted to address specific regional challenges. Email summaries should include
actionable steps and deadlines, while on-site visits can provide hands-on support, encourage
best practice sharing, and monitor progress towards sustainability goals.

Effectiveness:

High interaction with Regional Centre Managers is effective because it ensures direct
involvement and ownership of sustainability initiatives. Regular video conferences provide a
platform for immediate updates and discussions, fostering real-time collaboration. Email
summaries offer concise information, ensuring clarity on action items and deadlines. On-site
visits allow for face-to-face interactions, promoting a deeper understanding of regional
challenges and facilitating tailored support to drive sustainable practices effectively.

Stakeholder: Specialist Trainers
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Potential Role:

Specialist Trainers are key in centralising and standardising training courses across all
locations. Their role involves aligning training content, delivery methods, and quality
standards to enhance training efficiency and effectiveness.

Level of Interaction Required:

While the level of interaction with Specialist Trainers may be medium, their collaboration is
fundamental to ensure a cohesive training experience. Clear communication and
coordination are necessary to streamline training efforts and maintain consistency in course
delivery.

Communication Methods:

Quarterly meetings should focus on aligning training content with organisational goals and
receiving trainer feedback on course standardisation. Email updates should be detailed,
including changes in training procedures and schedules. Feedback sessions must be
structured to gather insights on training effectiveness, identify improvement areas, and
ensure continuous enhancement of training programs.

Effectiveness:

Quarterly meetings facilitate in-depth discussions on course standardisations, fostering
alignment with organisational goals. Email updates ensure timely communication of changes,
enhancing consistency in training delivery. Feedback sessions promote a culture of
continuous improvement, encouraging trainers to provide valuable insights for refining
training programs.

Stakeholder: Employees at all Locations

Potential Role:

Employees play a critical role in implementing changes related to centralised training
practices. Their role includes adapting to new procedures, participating in training sessions,
providing feedback, and actively engaging in the transition process.

Level of Interaction Required:

High interaction with employees is crucial for a successful transition. Their understanding,
engagement, and feedback are essential for the smooth implementation of centralised
training practices and ensuring employee buy-in.

Communication Methods:

Training sessions should be comprehensive, covering new procedures, tools, and resources.
Regular team meetings should encourage open communication, feedback sharing, and
address any challenges faced during the transition. Feedback surveys should be conducted
periodically to assess the impact of training changes on job performance, while intranet
updates should provide a centralised platform for sharing information, resources, and
updates related to training practices.

Effectiveness:

High interaction with employees is effective as it ensures their active involvement and
understanding of centralised training practices. Training sessions offer hands-on learning
experiences, enabling employees to grasp new procedures effectively. Regular team
meetings foster open communication, encouraging feedback sharing and addressing
concerns promptly. Feedback surveys provide a structured approach to gather insights,
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ensuring that employee perspectives are considered in the implementation of training
changes.

Stakeholder: Service Users (Small to Medium Enterprises,
Corporate Clients, Individuals)

Potential Role:
Service users play a vital role in providing feedback on training courses and facilities,
shaping the quality of services offered by Train First.

Level of Interaction Required:
Medium interaction is necessary to gather valuable insights for improving training offerings
and facilities.

Communication Methods:

Feedback forms distributed after courses will capture immediate feedback. Periodic surveys
will gather comprehensive insights on user experience and satisfaction levels. Focus group

discussions will provide a platform for in-depth feedback and suggestions for improvement.

Effectiveness:

Medium interaction with service users is effective as it allows Train First to collect detailed
feedback for continuous improvement. Immediate feedback through forms enables quick
adjustments, while surveys provide a holistic view of user satisfaction. Focus group
discussions facilitate direct engagement, fostering a deeper understanding of user needs and
preferences for tailored enhancements.

Stakeholder: Local Community and Environmental Groups

Potential Role:
Engaging with the local community and environmental groups is essential for promoting
sustainability initiatives and gaining support for Train First’'s environmental goals.

Level of Interaction Required:
High interaction is vital to showcase the organisation’s commitment to environmental
sustainability.

Communication Methods:

Community events will provide an opportunity to engage with residents and organisations.
Workshops on sustainability practices will educate and involve community members in
environmental initiatives. Joint initiatives with environmental groups will demonstrate Train
First’s dedication to sustainability, while social media engagement will raise awareness and
encourage participation.

Effectiveness:

High interaction with the local community and environmental groups is effective in fostering
support and awareness for Train First’s sustainability initiatives. Community events create a
platform for direct engagement and relationship building, while workshops facilitate education
and involvement in environmental practices. Joint initiatives showcase collaboration and
shared values, enhancing Train First’s reputation as a sustainable organisation. Social media
engagement amplifies reach and engagement, driving awareness and participation in
sustainability efforts.
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Meeting Materials

Email for Team:

Dear Team,

| hope this message finds you well. As we embark on an exciting new project to relocate the
Liverpool centre and establish it as the Northern Training Hub, | am thrilled to welcome you
to our first project meeting. This initiative, directed by our CEO to enhance sales
opportunities and environmental sustainability, presents a significant opportunity for Train
First to expand its reach and impact.

Project Overview:

Our primary objective is to centralise operations in Liverpool, boosting commercial corporate
sales and optimising efficiency across all locations. By consolidating resources and
streamlining training offerings, we aim to position the Liverpool centre as a flagship for
environmental friendliness and sustainability within Train First.

Stakeholder Management:

Effective stakeholder engagement is key to the success of this project. We must collaborate
closely with regional centre managers, specialist trainers, employees, service users, local
community members, and environmental groups. Their insights, feedback, and support are
crucial in driving our initiatives forward and achieving our shared goals.

Agenda for the First Project Meeting:

- Introduction to the project goals and objectives

- Overview of the relocation plan and establishment of the Northern Training Hub

- Discussion on stakeholder management strategies and the importance of
collaboration

- Review of the current waste levels and sustainability practices within Train First

- Presentation of the CEQ’s vision for environmental friendliness and sustainability at
the new Liverpool centre.

Your commitment, expertise, and collaboration are invaluable as we navigate this project
together. | encourage each of you to come prepared with ideas, feedback, and a proactive
mindset to drive positive change within our organisation.

I look forward to our productive discussions and the collective effort we will put forth to make
the relocation of the Liverpool centre a resounding success. Should you have any questions
or require further information before our meeting, please do not hesitate to reach out.

Thank you for your dedication and support. Let’s work together to make Train First’s vision a
reality.

Kind Regards,

Candidate Name
Business Support Administrator

TRAIN FIRST
Learning Together | Growing Together | Aspiring Together
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Email: Candidate.Name@trainfirst.com
Phone: 0800 56787
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Minutes Template

Objective:
Date:
Location:
Called by:
Attendees:

Unable to attend:

Time:
Meeting type:
Note taker:
Agenda ltems Presenter Minute notes
1 | Item Discussed | Whoever Key Discussion
Presented Notes
2
3
4
Decisions
1
2
3
4
New Actions Person Responsible Due Date
1
2
3
4

Other notes and information:
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Agenda
Date: 22/04/2024

Welcome and Introduction
Brief introduction of attendees and overview of the meeting objectives.

Project Overview
- Review of the Liverpool Centre relocation project goals and objectives.
- Broad overview of the current status and timeline for the relocation process.

Sales Analysis and Objectives
- Presentation of sales data for the Liverpool area and identification of key challenges.
- Discussion on strategies to develop commercial corporate sales in Liverpool and
enhance sales across the Northwest region.

Formation of Internal Project Team
- Introduction of the internal project team members and their roles.
- Discussion on project team responsibilities, coordination and communication
channels.

Efficiency Maximisation Strategies
- Exploration of sales opportunities and cost reduction measures across all Train First
locations.
- Brainstorming session on identifying potential benefits and operational efficiencies.

Training Centralisation Plan
- CEO'’s vision for streamlining and centralising training operations across all centres.
- Discussion on the implementation plan to achieve cost efficiencies before launching
the Northern Training Hub.

Environmental Sustainability Initiatives
- Review of the CEQ’s directive for regional Centre managers to assess waste levels
and improve environmental footprint.
- Presentation of plans to make the new Liverpool centre a flagship for environmental
friendliness and sustainability.

LED Installation in Liverpool Centre
- Overview of the decision to fit LED lights across all floors for energy efficiency.
- Discussion on the benefits of Led lighting, financial considerations, and environmental
impact.

Action Items and Next Steps
- ldentification of key action items arising from the meeting discussions.
- Assignment of responsibilities, deadlines, and follow-up actions.

Open Floor for Questions and Discussion
- Opportunity for attendees to ask questions, seek clarifications, and share insights.

Closing Remarks

- Summary of key takeaways from the meeting.
- Expression of gratitude to the attendees for their participation and contributions.
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LED Report

Introduction:

As Train First prepares to relocate its Liverpool centre to serve as the Northern training hub,
the organisation’s commitment to environmental sustainability and operational efficiency is
paramount. The recent concerns raised by the Head of Corporate Services regarding the
costs associated with fitting LED lights in the new centre require careful consideration and a
strategic response to ensure alignment with Train First’s goals and financial prudence.

Response Strategy:

Cost Benefit Analysis:

- Conduct a detailed cost-benefit analysis comparing the initial investment required for
installing LED lights against the long-term benefits in terms of energy savings and
environmental sustainability.

- Highlight the potential reduction in energy consumption, maintenance costs, and
environmental impact over the lifespan of the LED lights compared to traditional
lighting systems.

- lllustrate the positive impact on Train First’'s carbon footprint and sustainability goals
by transitioning to energy-efficient LED lighting.

Financial Justification:

- Develop a comprehensive financial justification outlining the projected return on
investment (ROI) from implementing LED lighting in the new Liverpool centre.

- Present a breakdown of the initial costs, estimated savings over time, and the
payback period to demonstrate the financial viability of the LED lighting upgrade.

- Emphasize the potential cost savings and operational efficiencies that can be
achieved through this investment, aligning with Train First’'s goal of maximising
efficiency and reducing operational costs.

Environmental Impact:

- Highlight the environmental benefits of LED lighting, such as reduced energy
consumption, lower carbon emissions, and longer lifespan compared to traditional
lighting solutions.

- Emphasize Train First's commitment to environmental friendliness and sustainability,
showcasing the new Liverpool centre as a flagship for eco-friendly practices within
the organisation.

- Align the investment in LED lighting with Train First’s values of ‘learning together’,
‘growing together’ and ‘aspiring together’ by demonstrating proactive steps towards
sustainable operations.

Consultation and Collaboration:

- Engage in open dialogue with the Head of Corporate Services to address concerns,
provide detailed information on the benefits of LED lighting, and solicit feedback on
the proposed investment.

- Collaborate with the finance and sustainability teams to ensure a holistic approach to
decision making, considering both financial implications and environmental impact.

Seek alternative funding options or explore cost-effective solutions to mitigate upfront

expenses while achieving the desired environmental and operational outcomes.
Conclusion:

8715-313 Occupational Specialism — Summer 2024 Pass Grade SEM (v1-0) 36



In responding to the concerns raised by the Head of Corporate Services regarding the costs
of fitting out the new centre with LED lights, a comprehensive approach focusing on cost-
benefit analysis, financial justification, environmental impact, and collaboration is essential.
By presenting a well-supported case for the investment in LED lighting, Train First can align
its sustainability goals with operational efficiency while addressing financial considerations
effectively.

This proactive response will not only showcase Train First’s dedication to environmental
sustainability but also demonstrate prudent financial decision-making in line with the
organisation’s overarching objectives.

Should you require further details or assistance in addressing these concerns, please do not
hesitate to reach out.

Kind regards,

Candidate Name
Business Support Administrator

TRAIN FIRST
Learning Together | Growing Together | Aspiring Together

Email: Candidate.Name@trainfirst.com
Phone: 0800 56787
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Task 3 — Policy Development
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Task(s) 3
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e Proposed action plan with SMART targets

« Presentation slides that outline the business case for
the proposal

e Observation Record Form

Date submitted by DD/MM/YY
candidate
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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:
e Assignment Brief
e Internet

e Organisation Chart (Figure 2)
e House Style (Figure 3)
e Annual Course Enrolments (Figure 5b)

Conditions of assessment:

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

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

e 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:
o Draft complaints policy, including flow chart of the process
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e Proposed action plan with SMART targets

o Presentation slides that outline the business case for the proposal
e Recording of presentation

e Observation Record Form

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

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

Draft Complaints Policy

Introduction:

Train First places a high value on customer satisfaction and is committed to delivering high-
quality training and services to its clients, customers, suppliers, contractors, employees, and
other stakeholders. Despite our best efforts, there may be instances where our services do
not meet the expectations of our clients. This policy sets out the steps for managing
complaints made about our services and aims to provide a fair, transparent, and efficient
complaints resolution process.

Policy Objective:

The objective of this policy is to ensure that all complaints received by Train First are handled
efficiently, effectively, and professionally. The emphasis is on resolving complaints as early
as possible and to the satisfaction of the complainant, while maintaining the confidentiality,
safety and privacy of complainant and resolving the issue completely.

Scope:

This policy applies to any customer, employee, contractor, or stakeholder who wishes to
raise a complaint about Train First’s services, products, employees, or contractors.

Confidentiality and Record Keeping:

All complaints received will be kept confidential. They shall be raised with the relevant
individual/department and wherever necessary, with the Head of Operations. The complaint
will be documented in detail, including all supporting documentation. Details of the complaint
may be shared with other personnel only on a need-to-know basis.

Definition:

A complaint is defined as an expression of dissatisfaction, made orally or in writing,
concerning the delivery of our training courses or services, our staff's conduct, or any other
matter related to Train First. Complaints may include but are not limited to:

- Inadequate training delivery, materials, facilities, venue, equipment, or assessments.

- Disrespectful or inappropriate behaviour.

- Poor service delivery.

- Issues relating to fees and payments.

- Issues relating to treatment of personal data and information.

- Issues related to discrimination, harassment or victimisation.

Procedure:
Step 1:

Compliant Receipt Upon receipt of a complaint, whether verbal or written, from any source, a
staff member would document its details and follow guidelines as outlined below:
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- Acknowledge the receipt of the complaint as quickly as possible (within 24 hours of
receipt if possible).

- Inform the complainant of the complaints handing process.

- Make a note of the details of the complaint and record it in the Complaints Register
and Centre Manager set-up for the purpose.

- Advise the complainant of the expected timescale for resolution.

- Advise complainant of the relevant personnel who will manager their complaint.

- All complaints received must be validated to ensure they meet the requirements fo a
valid complaint.

Step 2: Investigation and Resolution

All complaints received will be thoroughly investigated by the relevant team or department
manager. The investigation will include a review of the facts, discussions with relevant
parties, and any required action taken to resolve the complaint. During the investigation, the
complainant would be kept informed of the progress of the complaint until final resolution.
- Record the investigation process in the Complaints Register.
- It's necessary for training providers to maintain a record of their assessment process,
and documenting complaints helps keep the record in a neat manner.
- Once an investigation is complete, the manager will inform the complainant of what
action Train Dirst will take to resolve the issue.
- If the manager is unable to resolve the issue to the satisfaction of the complainant,
the complaint will be escalated to the Head of Operations for review.
- The Head of Operations will review all details of the complaint and decide the course
of action to resolve the issue.
- The Head of Operations or the designee will communicate the resolution to the
complainant in writing, which will be recorded in the Complaints Register.

Step 3:

Review If the complaint is not resolved as a result of the steps taken in step 2, the complaint
will be escalated to the Chief Executive Officer (CEO). The CEO will review the complaint
and the actions taken to resolve it so far, may investigate and decide the course of action to
resolve the issues, and communicate the outcome in writing to the complainant.

Step 4: Complaint Outcome

All complaints will be resolved within a maximum time frame of 14 days from the date they
were received. However, if a complaint cannot be resolved within this timeframe, the
complainant will be kept informed of the progress. Once the complaint has been resolved,
documented in the Complaints Register including actions taken, and relevant parties notified,
the complainant will be advised to the outcome of their complaint.

Awareness:

Training and Awareness Raising Train First will ensure that all employees receive training on
the complaints handling procedure as may be needed to provide the necessary skills and
knowledge for investigating and resolving complaints.

Continuous Improvement:
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Review Train First will periodically review the complaints handling procedure to ensure it
remains current and applicable to the needs and objectives of the organisation.
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Action Plan

Goal:

To impl

ement the new Complaints Policy for Train First effectively and efficiently.

Objectives:

To ensure that all staff members are aware of the new policy and procedure.
To implement an effective and efficient complaints handling process.
To minimise the number of complaints and resolve them as quickly as possible.

Action Plan:

Training and Awareness Raising:

Develop a training module on the new complaints policy and procedure for all staff
members.

Provide training to all employees to ensure they can handle complaints and resolve
them efficiently by the end of August.

Deliver the training to all current and new employees within three months of hire.

Complaints Handling Process:

Develop a Complaints Register and Centre Manager set-up for the purpose and well
circulated to relevant personnel by end August.

Develop templates for documenting complaints, investigations, and resolutions.

All recorded complaints to either be resolved or escalated according to the policy
within the time frame.

Assign dedicated staff members to handle the complaints handling process.
Feedback session with relevant complainants.

Communication and Review:

SMAR

Communicate the new Complaints Policy and Procedure to all customers, suppliers,
contractors, and other stakeholders on the Train First’s policy page/website.
Provide feedback opportunities and follow up with clients who have raised a
complaint to ensure that their issues are satisfactorily resolved.

Review complaints on a monthly basis to monitor any emerging trends and take
necessary improvements.

T Targets:

By the end of August, all staff members will be trained and have knowledge of the
new policy and procedures.

All complaints to be validated and resolved within 14 working days according to the
policy.

Review the effectiveness of the policy bi-annually.

Conclusion:

By implementing this action plan, Train First will be able to successfully implement the new
Complaints Policy and Procedure, enhancing the customer experience, and minimising

compla

8715-313

ints with maximum efficiency.
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Presentation Slides

Complaints Policy — Train First

Content:

Section 1:

Introduction and Policy Objective

Section 2:

Scope and Confidentiality
Section 3:

Complaint Handling Procedure

Section 4:

Training and Awareness
Section 5:

Continuous Improvement and Conclusion

Section 1: Introduction and Policy Objective

Importance of Efficient Complaints Management:
- Customer Satisfaction:

Efficient complaints resolution is crucial for maintaining high customer satisfaction and trust in Train First's services,
ultimately leading to customer retention and positive word-of-mouth.

» Transparency and Fairness:

The policy aims to provide a fair, transparent, and efficient complaints resolution process, ensuring the satisfaction of the
complainant and reinforcing the company's commitment to excellence.

+ Commitment to Excellence:

Train First's commitment to delivering high-quality training and services is reflected in the emphasis on resolving complaints
early and professionally, aligning with the company’s core values and mission.
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Section 1: Introduction and Policy Objective

Policy Objective and Justification:
+ Efficient Handling:

The objective is to ensure that all complaints are handled efficiently, effectively, and professionally, with an emphasis on
early resolution to minimize customer dissatisfaction and maintain the company's reputation.

» Confidentiality and Legal Compliance:

Maintaining the confidentiality, safety, and privacy of the complainant is a key objective of the policy, ensuring compliance
with legal and regulatory requirements and fostering trust with stakeholders.

« Continuous Improvement and Customer Retention:

The policy sets the stage for continuous improvement in Train First's services and operations, contributing to customer
retention and positive brand image through proactive complaint resolution.

Section 1: Introduction and Policy Objective

Policy Implementation Strategy:
= Clear Communication:

Effective communication of the policy across all levels of the organization is crucial to ensure understanding, compliance, and
consistent application of the complaints management process.

« Training and Resources:

Providing adequate training and resources to employees involved in the complaints resolution process is essential for
successful implementation and adherence to the policy.

» Monitoring and Evaluation:

Establishing mechanisms for monitaring and evaluating the effectiveness of the policy in resolving complaints and identifying
areas for improvement to enhance customer satisfaction.
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Section 2: Scope and Confidentiality

Scope of the Policy:
+ Applicability:

The policy applies to customers, employees, contractors, and stakeholders raising complaints about Train First's services,
products, employees, or contractors, ensuring a systematic approach to resolution.

+ Comprehensive Coverage:

It gathers all aspects of Train First's operations where complaints may arise, ensuring fairness and consistency in addressing
complaints across the organization.

+ Ensuring Fairness and Transparency:

The policy's scope ensures that all stakeholders have a structured process for raising and resolving complaints, promoting
trust and confidence in the company's commitment to addressing concerns.

Section 2: Scope and Confidentiality

Confidentiality and Record Keeping:

» Confidentiality Assurance:

All complaints received are kept confidential, with details shared only on a need-to-know basis, safeguarding the privacy and
rights of the complainants.

» Documentation and Compliance:

Detailed documentation of complaints and the resolution process is essential for maintaining a record, ensuring
transparency, and complying with data protection regulations.

» Data Privacy and Protection:

The policy emphasizes the importance of maintaining the confidentiality and privacy of complainants’ information, aligning
with data protection laws and ethical business practices.
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Section 2: Scope and Confidentiality

Definition of Complaint and Legal Compliance:

» Expression of Dissatisfaction:

The definition encompasses various aspects related to Train First's services, including training delivery, staff conduct, and
issues related to fees and personal data, providing clarity to stakeholders on what constitutes a valid complaint.

» Legal Compliance and Regulatory Adherence:

The definition ensures that the policy aligns with legal and regulatory requirements, promoting a culture of transparency and
accountability in addressing complaints.

» Ensuring Transparency and Stakeholder Understanding:

A clear definition of a complaint is essential for ensuring that stakeholders understand the scope of the policy and feel
confident in raising their concerns.

Section 3: Complaint Handling Procedure

Structured Complaint Resolution Process:
+ Acknowledgment and Validation:

The initial steps for acknowledging, documenting, and validating complaints are crucial for initiating the
resolution process and demonstrating responsiveness to complainants.

* Thorough Investigation and Resolution:

Detailed investigation and resolution steps are essential for addressing complaints effectively, ensuring fair
treatment and satisfactory outcomes for complainants.

* Review, Escalation, and Follow-up:

The process for escalating unresolved complaints ensures that higher management is involved when necessary,
providing a mechanism for thorough review and follow-up to prevent recurrence.
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Section 3: Complaint Handling Procedure

Proactive Communication and Stakeholder Engagement:
» Importance of Proactive Communication:

Timely and transparent communication with complainants throughout the resolution process is essential for
managing expectations and maintaining trust.

+ Stakeholder Engagement:

Involving stakeholders in the resolution process and seeking feedback on the complaints handling procedure
fosters a sense of partnership and demonstrates Train First's commitment to addressing concerns effectively.

* Continuous Improvement Culture:

Encouraging feedback and suggestions for improvement from stakeholders contributes to a culture of
continuous improvement in complaints management and overall service delivery.

Section 3: Complaint Handling Procedure

Conclusion and Continuous Improvement:
» Lessons Learned and Best Practices:

Reflecting on resolved complaints to identify lessons learned and best practices contributes to ongoing
improvement in the complaint's resclution process and service delivery.

» Feedback Integration and Policy Enhancement:

Integrating feedback frem complainants and stakeholders into pelicy enhancements ensures that the
complaints management process remains responsive and aligned with stakeholder needs.

- Setting SMART Targets:

Establishing specific, measurable, achievable, relevant, and time-bound targets for continuous improvement in
complaints management ensures that Train First remains proactive in addressing customer cencerns and
enhancing satisfaction.
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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.

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 provides a thorough explanation of the importance of efficient complaints management,
emphasising customer satisfaction, transparency, and commitment to excellence.

He identifies key objectives such as efficient handling, confidentiality, continuous improvement, and clear
communication, all of which are essential for addressing complaints effectively and enhancing customer
satisfaction.

Reasoning for why implementation is necessary, which is built upon

The candidate outlines the objectives and justification for the policy, including efficient handling,
confidentiality, continuous improvement, and clear communication.

He emphasises the importance of legal compliance, stakeholder engagement, and setting targets for
continuous improvement.

The policy is built upon the principles of fairness, transparency, and accountability, aligning with the
company's core values and mission.

Consideration for the audience

The candidate considers various stakeholders, including customers, employees, contractors, and
stakeholders, ensuring a systematic approach to resolving complaints.

He emphasises the importance of proactive communication, training, and resources for employees
involved in the complaints resolution process.

The policy aims to promote trust and confidence in the company's commitment to addressing concerns
and maintaining confidentiality.
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Communication tailored to internal stakeholders

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

The candidate maintains a professional and confident tone throughout the presentation, demonstrating his
commitment to resolving complaints and enhancing customer satisfaction.

He highlights the importance of clear communication, transparency, and accountability in the complaints
resolution process.

The candidate acknowledges potential challenges, such as the need for training and resources, and
proposes solutions to address them.

The presentation is structured logically, with clear sections and bullet points, making it easy to follow and
understand.

Any other aspects

Overall, the candidate effectively communicates the reasons for the business case, reasoning behind
implementation, consideration of the audience, and positive influence on internal stakeholders through
clear communication, structured presentation, and proactive problem-solving approach.

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

Assessment number
(eg 1234-033)

Assessment title

Candidate name

Provider name

City & Guilds provider No.

Task(s)

Evidence title / description

Date submitted by
candidate

8715-313

Occupational specialism

<first name> <surname>

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

<provider name>
999999a

Travel Itinerary with costs

Evidence of quotations in line with the organisation
procurement limits

Sign-off approval request

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:
o start their employment on the first Monday in February
e be required to visit all centres within the first eight weeks of employment
o travel to and from Liverpool to the other training centres
e be required to spend two full weekdays at each centre location
o 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:
o Travel costs with evidence of quotations that follow the organisation procurement
limits
o 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:
e Assignment Brief
e |Internet

e Regional centres (Figure 1)
e House Style (Figure 3)
e Procurement Limits (Figure 4)

Conditions of assessment:

e The maximum time allocated for this task is 3 hours
e You must carry out the task on your own, under controlled conditions
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What must be produced for marking:
e Travel ltinerary with costs
o Evidence of quotations in line with the organisation procurement limits
o Sign-off approval request
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Candidate evidence

Travel Itinerary

WEEK 1:

Liverpool — London by coach = 5h 50m +

London, Finchley Road — London, Giltspur Street = 19m Underground: Total Journey = £16 — Time = 6h

9m

London — Cardiff by coach = 3h 35m +

Cardiff, Royal Welsh college of music =16m Walking: Total Journey = £7 — Time = 3h 51m

Cardiff, Royal Welsh college of music — Liverpool = 12h 55m: Total Journey = £27

FIRST WEEK DONE - BACK TO LIVERPOOL FOR WEEKEND

WEEK 2:

Liverpool — Birmingham by coach = 2h 10m +

Birmingham, Summer row great Charles Street — Birmingham, New Street = 9m Walking: Total

Journey= £7 — Time = 2h 19m

Birmingham — Manchester by coach = 2h 10m

Time—-2h 10m - £6

Staying in Manchester.

SECOND WEEK DONE - STAYING IN MANCHESTER TO TRAVEL FURTHER NORTH INTO SCOTLAND

WEEK 3:

Manchester — Newcastle by coach = 3h 45m +
MNewcastle coach station — 10 Mosley Street = 13m Walking: Total Journey= 3h 58m - £8
Newcastle — Edinburgh by coach = 2h 45m +

Edinburgh coach station — Edinburgh, 12 South Bridge = 11m Walking: Total Journey = £7 — Time = 2h
56m

THIRD WEEK DONE - STAYING IN EDINBURGH TO GO TO GLASGOW — ABERDEEN AND BACK TO
LIVERPOOL
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WEEK 4:

Edinburgh — Glasgow by coach = 1h 15m +

Coach station = 4m walking distance from centre = Total Journey: £3.50 — Time = 1h 19m

Glasgow — Aberdeen by coach = 3h 15m +

Aberdeen coach station = 15m walking distance from centre = Total Journey: 3h 30m - £8.50

Aberdeen — Liverpool (LAST DESTINATION) by coach = 16h 10m +

Liverpool coach station = 18m walking distance from centre = 16h 28m = Total Journey: Time — 16h
28m - £30

TOTAL MONEY SPENT ON TRAVEL = £113 + necessities e.g., food / supplies etc. = £200 — Total = £313

ACCOMODATION AVERAGE = £72 for each night at premier inn —
8 LOCATIONS FOR WHERE HE NEEDS TO BE ACCOMODATED X 2 FOR EACH NIGHT:

(72X2)X 8| 144X 8 = £1152

TOTAL FOR THE ITINERARY = £1152 + £ 313 = £ 1465

Departs at Oh 19m Arrives
13:59 0 changels) 14:18 oime 00
Cricklewood [CRI] VD S City Thameslink [CTK] Anytma Other tickets «
Buy from i Cther servoes you can ravel on
| Greater Anglia w
12:00 3:35hrs 15:35 £44°
London Victoria Coach Station Cardiff Royal Welsh College of
Music
LOWEST PRICE
FASTEST TRIP

{4 Coach Direct v ) & & Continue >
16:45 12:55 hrs 05:40 *! % £25798
Cardiff Royal Welsh College of Music Liverpool (One Bus Station)

& > g 1transfer v | = &% Continue >
11:10 2:10 hrs 13:20 £59°
Birmingham Summer Row- Great Charles Street = Manchester (Shudehill

Interchange)
(& Coach Direct v = & Continue >
8715-313 Occupational Specialism — Summer 2024 Pass Grade SEM (v1-0) 56



07:50 3:45hrs
Manchester (Shudehill Interchange)

3 Coach Direct v = &
14:45 2:45 hrs

Newcastle-Upon-Tyne

£ Coach Direct v | = 5

06:35 1:15hrs
Edinburgh Bus Station

{Z} Coach Direct v = (%

10:55 3:15hrs
Glasgow

3 > &2 1tansfer v | & &

23:00 16:10 hrs
Aberdeen Bus Station

E ’ Q 1 transfer = (Y

11:35 £7%°
Newcastle-Upon-Tyne

LOWEST PRICE
FASTEST TRIP

Continue »

17:30 £6°
Edinburgh Bus Station

LOWEST PRICE
3 seats left at this price

Continue >
07:50 £349
Glasgow

LOWEST PRICE

FASTEST TRIP

Continue >
14:10 £848

Aberdeen Bus Station
FASTEST TRIP
Continue >

15:10 ¥ 9a £2998
Liverpool (One Bus Station)

Continue »

ACCOMODATION PRICED VARY BETWEEN £65 - £95 in Premier Inn across the

UK:

As of the financial year ending in 2023, room rates at Premier Inn branded hotels in the
United Kingdom (UK) amounted to an average of 71.8 British pounds per night.

Source: Premier Inn ARR UK and Ireland 2024 | Statista
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Sign Off Approval Request

Dear, Head of Department,

I have conducted enough research to thoroughly analyse the cheapest routes which happens
to be through coach, luckily the drop off points for the coaches to the destinations are quite
close to the centres so instead of catching a bus or a taxi or using the train system | have
decided that to cut costs he is able to walk as they are less than 20 mins apart which overall
is more cost efficient.

| have also suggested that premier inn being a reliable and cheap source of accommodation
to be used for this itinerary due to there being one in every city and it also being the cheapest
option making it a reliable place to accommodate the Corporate Training Manager.

The total for the whole trip will cost £1465 and if anything is to occur and go wrong, | suggest
we add another £100 just for the Corporate Training Manager to have a sense of security if
anything is to happen which isn’t in his and our favour. | believe this is the way forward. | ask
permission for this to go through as | have just stated due to the costs being cut considerably
while also allowing for the Corporate Training Manager to have safe travels along with a
smooth journey through the UK whilst going from centre to centre.

Kind regards,

Candidate Name

Business Support Administrator

TRAIN FIRST

Learning together | Growing together | Aspiring together
Email: Candidate.Name@trainfirst.com

Phone: 0800 567877
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Task 5 - Coaching

Assessment number 8715-313
(eg 1234-033)

Assessment title Occupational specialism

Candidate name <first name> <surname>

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

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

Task(s) 5

Evidence title / description ¢ Information pack

e Coaching plan
e List of questions

Date submitted by DD/MM/YY
candidate
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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:
e Assignment Brief
e Organisation Chart (Figure 2)
e House Style (Figure 3)
e Course offerings (Figure 5a)

Conditions of assessment:
e The maximum time allocated for this task is 3 hours
e You must carry out the task on your own, under controlled conditions

What must be produced for marking that marks will be awarded for:
e Information pack
e Coaching plan
e List of questions
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Candidate evidence

Information Pack

Introduction — Coaching Information Pack

In your new role as a Corporate Training Manager, you have been offered coaching sessions
to support your development. This coaching initiative aims to enhance your skills and align
your knowledge with effective coaching practices. Train First believes that coaching can drive
performance, help achieve individual and team goals, and ultimately contribute to the
organisation’s success.

To prepare for your coaching sessions, consider the following questions:
- What is your understanding of coaching?
- What do you perceive as the goal of coaching?
- Which areas do you wish to focus on during coaching?
- What existing skills and knowledge do you possess that could be beneficial to explore
during coaching?
- What skills, knowledge, or behaviours do you need to develop further?

Coaching, as a tool in the workplace, is necessary in unlocking potential, maximising job
performance, and addressing the needs of the coach. The benefits of coaching include
improved motivation, performance enhancement, and self-development. Establishing a
coaching relationship requires trust, confidentiality, responsibility and ownership, typically
outlined in a coaching contract during a meeting to set clear boundaries and define the
collaborative working approach.

Various coaching methods, tools, and feedback techniques can be employed to support your
growth in your new role. Effective questioning is a simple yet powerful technique that can
guide coaching sessions and maintain focus on desired outcomes. Additionally, utilising a
guided conversation structure can help you, as the coach, stay on track and align
discussions with your key objectives as a Corporate Training Manager.

The GROW coaching model, made by John Whitmore, will be the base for your coaching
journey where just like most things, you will build from the ground up, providing a flexible and
understandable approach across all coaching interactions. This model’s four-step process
allows for easier exploration of topics, ensuring a structured and productive conversation
tailored to your needs and goals as you navigate your new role. By following the GROW
model, each coaching session will focus on specific skill, behaviour, or knowledge areas,
facilitating continuous progress and development.

Furthermore, frameworks like ARROW and OSCAR may be integrated into your coaching
sessions to complement the GROW model and support your long-term growth and evolution
in your role. These frameworks offer step-by-step guidance to help you achieve your desired
outcomes, evolve, and improve as your progress in your new position.

The Coaching Models (more depth):

Coaching models In order to support you at the start of your coaching journey, the below
information is provided so that you can gain further insight into each of the above coaching
models and feel more prepared for what your coaching experience may be like.
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Goals — SMART goal setting — what do you want? Short- and long-term goals.
Reality (current) — what is happening now? Explore the current situation.
Options — what could you do? Identify and evaluate different action strategies.
Will/way forward — what will you do? By when? What's next?

Aims — short and long term, make sure they are SMART.
Reality — explore past to present, identify obstacles, what's working and what isn’t.

Resources — what can be used to help overcome obstacles to achieve the goal, e.g. people,
process, technology, relationships etc.

Options — avoid prejudging solutions, find creative ways to overcome obstacles.
Way forward — narrow down the options, make sure they are SMART.

Outcome — determine outcome and goals of the session.

Situation — clarify individual current situation and feelings.

Choices — generate choices and consider consequences.

Actions — determine next, immediate steps in their chosen process.
Reviews — develop a plan to return to and review.
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Coaching Plan

As we embark on your coaching journey as the new Corporate Training Manager, it’s
essential to establish effective communication and feedback techniques to support your
growth and optimise each coaching session. Before diving into the coaching process, there
are key aspects to address:
- Clarify practicalities to kick off the coaching sessions effectively.
- Explain the coaching process comprehensively to the new Corporate Training
Manager, including the concept of coaching contracting.
- Ensure thorough documentation of discussions, topics, and conclusions in each
coaching session for reference and progression tracking.

Utilising the GROW model throughout our coaching sessions, | will employ specific questions
to stimulate discussion and employ effective communication skills and feedback techniques.
The coaching plan template will service as a tool to monitor your progress, capturing the
dialogue between us and noting key details discussed using the GROW coaching model.
This structured approach will facilitate the documentation of agreed actions from each
session, enabling us to track progress against set timelines for your personal development
efficiently.

By reviewing the agreed actions at the end of each session, we will ensure accountability
and ownership, empowering you as the coach to drive your development forward. This
meticulous coaching plan aims to enhance individual performance while aligning with the
broader organisational objectives.

Creating a robust coaching plan is crucial to fostering a supportive environment that not only

nurtures individual growth but also aligns with the overarching business needs, ensuring that
coaching interventions contribute positively to both personal and organisational development.

8715-313 Occupational Specialism — Summer 2024 Pass Grade SEM (v1-0) 63



Example of a Coaching Plan

COACHEE NAME AND EMAIL:

COACHES NAME AND EMAIL:

DATE:

TIME:

LOCATION:

DURATION OF SESSION: HOW MANY TIMES THE SESSION HAS OCCURRED:
AIM: DISCUSS CHANGE AND HOW TO IMPLEMENT IT

PERSONAL DEVELOPMENT PLAN — DEVELOP SKILLS AND AIM HIGH BY ACHIEVING
ALL YOUR AIMS EFFICIENTLY:

MODELS & TECHNIQUES USED:

GOAL — the desired outcome

- What do you want to achieve?

- When do you want to achieve this by?

- How challenging is this for you?

- How will you know when you have got there?

- What are the intermediate goals you need to meet?
- How important is this to you?

Summary of goals:

REALITY — what is the current situation?

- In terms of your goal where are you now?

- On ascale of 1:10, how do you feel about the current situation?
- Reflecting on your current situation, what is good about it?

- Reflecting on your current situation, what is bad about it?

- What have you done about it so far?

- What is holding you back?

- One a scale of 1-10 how realistic is that?

- What is the reality of the situation?

Summary of reality:

OPTIONS — what paths are open to achieve my goals?

- What do you want to do?

- What could you learn that will help you?

- Where could you find help with this?

- What other options do you have?

- Who else do you know who could help you with this?

- What are the advantages and disadvantages of your idea?

Summary of options:
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WILL/WAY FORWARD — how committed are you to these actions?

- What are you going to do?

- What will you do first and by when?

- What will you do next and by when?

- What support do you need and from who?
- Who else needs to know?

- How are you going to move forward?

Summary of will/'way forward:

FEEDBACK TECHNIQUES:

Throughout our coaching sessions, it is crucial to document our discussions with the new
Corporate Training Manager to ensure we can revisit them as they progress in their role. This
record will serve as a valuable reference point for both of us, enabling us to monitor their
advancement towards goals and outcomes. By capturing our conversations effectively, we
can translate our discussions into actionable steps, maximising the benefits of each coaching
session for the Corporate Training Managers development.

EXPLORATION — HOW WILL | DO THIS?

Use of open questions to gain clarity about their goals and the desired outcome. These will
include questions such as:

- What would you like to accomplish in your new role as Corporate Training Manager?

- When do you want to achieve this by?

- How challenging is this for you?

- How will you know you have got there?

- What are the immediate goals you need to meet?

- How important is this to you?

CURRENT SITUATION — HOW WILL | DO THIS?

Use of open and reflective questions to understand the situation. These will include
questions such as:

- Reflecting on your new role so far, what is good about it?

- What is bad about it?

- Interms of your goal what have you done about it so far?

- Where are you now?

- On ascale of 1:10 how do you feel about it?

- What is the reality of the situation?

OPTIONS — HOW WILL | DO THIS?

Use of reflective and forward focused questions. These will include questions such as:
- What do you want to do?
- What could you learn that will help you achieve this?
- Where could you find help with this?
- What other options do you have?
- Who else do you know who could help you with this?
- What are the advantages and disadvantages of your ideas?
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FUTURE — HOW WILL | DO THIS?

Use of forward focused and reflective questions. These will include questions such as:
- What are you going to do?
- What will you do first and by when?
- What will you do next and by when?
- What support do you need and from whom?
- Who else needs to know?
- How are you going to move forward?
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Task 6 — Spreadsheet Development

Assessment number 8715-313
(eg 1234-033)

Assessment title Occupational specialism

Candidate name <first name> <surname>

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

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

Task(s) 6

Evidence title / description e Spreadsheet

Date submitted by DD/MM/YY
candidate
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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:
e Assignment Brief
e Regional centres (Figure 1)
e Course Offering (Figure 5a)
e Annual Course Enrolments (Figure 5b)

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

What must be produced for marking:
e Spreadsheet
o Visual data representation
e Report on recommended five core training courses across all centres
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Candidate evidence

Spreadsheet
Edinburgh Liverpool
Birmingha (Head (Current Mancheste | Newcastle
REGIONAL CENTRES: | Aberdeen m Cardiff Office) Glasgow Centre) London r Upon Tyne
Sales Sales Sales Sales Sales Sales Sales Sales Sales
COURSES: Volume Volume Volume Volume Volume Volume Volume Volume Volume
Introduction to Word
Processing: 780(65)
Intermediate Payroll: 600
Advanced Spreadsheets: 358
Project Management: 631 90(21) 809(45) 344
Service Desk Management: 800 1097(60)
Computerised Accounts: 79(11) 78 3431(97)
Web Designs: 66(3) 65
Introduction to GDPR: 1068 231(8) 807
Change Management: 345
Business Analytics: 89
Data Management: 466
Health & Saftey In the Workplace 4567 7809(46) 456
Introduction to Spreadsheets 788
Digital Transformation 79(2)
Business Continuity
Management 599
Social Media Management 456(43) 908(13) 145
Introduction to Graphic Design 19 90(7) 363(17)
Introduction to Cyber Security 900(5)
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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.
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the right is reserved to change products and services from time to time. City & Guilds cannot accept responsibility for
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