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Instructions 
• Use black ink or black ball-point pen. 
• Answer all questions. 
• You must answer the questions in the spaces provided. Do not write outside the box around 

each page or on blank pages. 
• Do all rough work in this book. Cross through any work you do not want to be marked. 
 
Information 
• There are two sections to this paper. 
• Both sections should be attempted. 
• Learners should spend approximately 60 minutes on Section A and 30 minutes on Section B. 
• There are 60 marks available on this paper. 
• The marks for the questions are shown in brackets. 
 
Advice 

• Please read each question carefully before starting.  
 
 
 
 Please write clearly, in block capitals, to allow character computer recognition. 
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Section A 
 

Answer all questions in this section 
 

Total for this section: 40 marks 
 

 
 

In the multiple choice questions, only one answer per question is allowed. 
 

For each answer completely fill in the circle alongside the appropriate answer. 

 
 
If you want to change your answer you must cross out your original answer as shown.   
 
If you wish to return to an answer previously crossed out, ring the answer you now wish to select 
as shown.   

 
 
 
 
 
Which of the following is the best example of the organising role of managers? 
 
A Producing a report on employee turnover    
 
B Setting up a team   
 
C Investigating how many employees are required to complete 

a task  
 
D Reviewing sales data  
 

 [1 mark] 
 
 
Which of the following is the most appropriate example of an activity carried out by a 
leader rather than a manger? 
 
A Disciplining a member of staff for persistent lateness  
 
B Investigating the least risky way of launching a new product   
 
C Writing a report on how to reduce production costs 
 
D Inspiring employees to reach a sales target 

 
[1 mark] 

 
  

0 1 
 

0 2 
 

CORRECT METHOD WRONG METHODS 
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The sales of a UK business have fallen by 35% due to a recession in the UK economy. 
This is an example of: 
 
A Internal and incremental change  
 
B External and incremental change  
 
C External and disruptive change  
 
D Internal and disruptive change 

 [1 mark] 
 
  
The manager of a clothes shop, employing 4 sales employees, is changing the system 
of employee bonuses.  
 

• Existing system: individual employees, achieving monthly sales above  
£3 000, receive a £300 bonus 

• New system: all employees will each receive a £100 bonus if the shop’s total 
monthly sales are greater than £10 000 
 

Which of the following sales employees’ statements would be an example of a self-
interest factor resisting change? 
 
A ‘I don’t trust my manager and I think she’s just doing this 

because the clothes shop down the road is doing it’  
 
B ‘What’s the point of changing the system? I hate it when she 
 comes up with new ideas’  
 
C ‘We don’t need to change the bonus system, we need to  

change the manager!’ 
 
D ‘I already make over £3 000 sales every month – why would I  

want this new system?’  
 [1 mark] 

 
 
  

0 3 
 

0 4 
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Explain one way in which moving from a centralised to a decentralised organisational 
structure might improve decision-making within an organisation. 

[3 marks] 
 

 

 

 

 

 

 

 

 

 

 
 
 
Explain one benefit to a business of using a cross-functional team when developing a 
new product. 

 [3 marks] 
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Explain one way in which the different personality types of team members could cause 
poor team performance. 

 [3 marks] 
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The roles of nursery schools’ managers, providing childcare and education to children 
under the age of 5, are similar to those of any other manager. In recent years, young 
children have had increasing access to tablet computers (such as iPads) within their 
homes. Jenny Duncombe, a manager of a nursery school, is considering the impact of 
this trend on children at her nursery: 
 

Positive 
impacts 

Could help to 
develop basic 
reading skills  

Could be used for 
simple problem 
solving games 

Could help develop 
simple research 
skills 

Negative 
impacts 

Making children 
less active 

Children getting 
addicted to using 
tablet computers 

Less social 
interaction with 
other children 

 
Jenny is reviewing the nursery’s budget for the next financial year. This requires her to 
consider issues such as staffing, investment in facilities and the range of activities 
provided by the nursery. 
 
Use the data to analyse the impact of a changing external environment on Jenny’s 
management of the nursery. 

[9 marks] 
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Doris Lara has recently taken over a coffee shop in her town and is concerned about 
the low levels of employee motivation. She interviewed the three employees to 
understand the coffee shop’s organisational culture: 
 

Employee Selected quotes from the interviews 

Anita 

I’ve been working here since 2007. I remember when we sold 
twice as much as we do now – great times! However, when 
Starbucks opened a branch in 2012, our sales were always going 
to fall. 

Jaz 
It’s an easy place to work in. I do what Anita tells me to do and our 
customers don’t expect to be served the best coffee. They just 
want low prices and a fast service. 

Ingrid 
Anita is a bully and always gets her way – especially with Jaz, 
although I try to argue against Anita. Then again, Anita is very 
experienced and we probably couldn’t manage without her. 

 
The previous owner of the coffee shop delegated the day-to-day responsibility of 
running the coffee shop to Anita. 
 
Use the data to analyse how the coffee shop’s organisational culture might have 
affected the motivation of its employees. 

[9 marks] 
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Chris Borwick owns and manages a property services business targeting owners of 
large properties. The services, including building and garden maintenance, are 
provided by ten employees who are paid according to given work completed. Chris 
also employs two salaried office staff. They do not have the power to make decision 
and simply pass on issues to Chris who seldom updates them on how he has 
responded.  

This year, a number of negative comments have been posted on the business’s 
website: 
 

Customer Selected negative customer comments 

Prospective 
customer 

Thanks for nothing! Wasted 30 minutes on the phone trying 
to get services at the price I wanted, not what the ‘robot 
staff’ kept reading out. Result – you’ve lost £20 000 a year. 

Past customer 
I’ve used Chris’s services in the past, but won’t do so in the 
future. His office staff just pass on complaints and never get 
back to me. 

Current 
customer 

Excellent work but I wish his employees and staff would be 
more flexible when it comes to agreeing dates available for 
services. I’m now forced to use additional businesses. 

 
Use the data to analyse how Chris could use empowerment to increase his profits. 

[9 marks] 
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Section B 
 

Answer the question in this section 
 

Total for this section: 20 marks 
 
Read Item A and then answer question 11. 
 

Item A  
 

Implementing organisational change 
 

Bartor Community Arts (BCA) is a not-for-profit organisation with an annual turnover of 
£250 000.  It runs classes and events to promote interest in the arts, including painting 
and music.  BCA has eight full-time employees but relies heavily on volunteers to run its 
activities.   

BCA faces cuts in annual government grants of £40 000. The Chief Executive, Alison 
Wood, suggested making one full-time employee redundant and reducing expenses paid 
to volunteers. She said that this would reduce costs by £40 000 and BCA would not need 
to increase its income. However, Bill Jones (BCA’s Chairman) convinced BCA to run 
corporate events, such as business conferences, and seek corporate sponsorship. BCA 
has recently accepted corporate sponsorship from a nationwide supermarket. This will 
provide BCA with: 
 

• £50 000 to renovate three of BCA’s 10 rooms, allowing BCA to offer a wider range of 
corporate and not-for-profit events in a modern and comfortable environment 

• £15 000, every year, to help BCA run more not-for-profit events.  This contribution 
would be reviewed in 2019. 

 
In return, the suite of renovated rooms will be named after the supermarket and its logo 
will be present in BCA’s external communications eg in newspaper adverts. 

Alison does not have experience of managing commercial events. Consequently, Bill 
appointed Tina McKeefe as BCA’s new commercial events manager. In addition to 
developing commercial events, Tina will oversee the renovation of the rooms and find 
other businesses willing to sponsor BCA.  Bill believes that Tina has the qualities of an 
effective leader: she is decisive, charismatic and enthusiastic. He instructed Tina and 
Alison to jointly manage BCA’s employees and volunteers. 

Tina held a meeting with Alison, other BCA employees and volunteers to discuss the 
renovation of the rooms and the opportunities offered by corporate sponsorship.  Tina has 
extensive experience in the corporate world and felt confident in her ability to run the 
meeting.  She outlined her plans and gave examples of how other businesses might 
sponsor BCA.  Tina was excited about gaining sponsorship from a well-known bank and 
was sure that BCA’s employees and volunteers would be motivated by this news. 

To Tina’s surprise, virtually everybody in the meeting objected to her plans. The meeting 
rapidly descended into an argument about whether BCA needed corporate sponsorship, 
let alone receiving money from, as Alison put it, ‘cheating bankers’.  It was obvious that 
the employees and volunteers looked to Alison for answers. 
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Tina has been given the responsibility of developing BCA’s corporate events and 
sponsorships.  
 
Considering the information in Item A, evaluate how Tina might use ADKAR and 
leadership styles to successfully implement organisational change. 

 [20 marks] 
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