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Teacher’s Introduction

This set of practice papers is designed to adhere to the format of Core

Exam Paper 2 of the City & Guilds T Level Technical Qualification in Always check the exam board
Management and Administration. The papers cover core content relating website for new information,
to Quality and Compliance, Finance Principles, Policies and Procedures, and including changes to the
Project and Change Management. They mirror the exam structure, specification and sample
command words and types of questions that students will face in their assessment material.
examination.

Each paper comes with its own mark scheme, with example responses for easier assessment; they cover the
knowledge, understanding and skills students must show to achieve success in their exams, including maths skills
in questions requiring calculations.

Overview of assessment

Each paper has two sections:

e  Section A contains 17 questions made up of short-answer questions and medium-answer questions worth
55% of marks.

e  Section B contains four extended-response questions worth 45% of marks.

Students must answer all of the questions on the paper. Each examination has a duration of 2 hours 30 minutes.

September 2024
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Specification Map

2. Quality and Compliance

Specification Reference

Paper 2A

Paper 2B

Paper 2C

Paper 2D

3.1 Theimportance of maintaining and
lmpr‘ovmg qu:aallty in all aspects of 08, 020 Q10 a7, Q19 Q4
public and private sector
organisations

3.2 How quality is measqred in different Q@ Q4, Q18 Q1 a6, Q21
sectors through quality standards

3.3 The role,a of regulatory bodies and Q17 Q6 a8 Qi1
inspections

4. Finance Principles

4.1 Commen terms used in financial 05, Q12, Q14 Q12,Q14, Q16 09, Q12, Q14 s, Q12, Q14
reporting

4.2  The ro.le and purpose of financial 05, Q12, Q14 Q12, 014, Q16 09,Q12, Q14 08, Q12, Q14
reporting

4.3 Sources f)f fl-nance for different types al Q17 Q2, Q18 Q19
of organisations

4.4 Different forms of expenditure Q15 Q3 Q10 Qle

4.5 How revenue and expenditure
(including cash and profit) are Q18 Q7 Q6 Q13
tracked and controlled

5. Policies and Procedures

5.1 How organisations develop policies 03, Q10 Q2, Q19 Q13 Q9
and procedures and why

5.2 Establishing ahd f}qonltorlng key Q7 Q9 3, Q20 a3
performance indicators {KPls)

6. Project and Change Management

6.1 Drivers of organisational change Q6, Q9 Q1, Q21 Q5 Q15

6.2 Reasons why organisations need to
make continuous improvements and | Q4, Q19 Q15 Q4 Q10
innovations

6.3 Comn.won change management Q21 a8 Q16 Q2, Q20
theories and models

6.4 Project management methodologies Q13 Q13 Q11 Q21 05, Q18
and approaches

6.5 Project management tools and Qi1 a5 Qis Q17
approaches

6.6 How to support and improve
projects through research, evidence, | Q16 Q11, Q20 Q17 Q7
and evaluation methods
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Core Coritent: Paper 2

Practice Paper A

Name

Time allowed
2 hours 30 minutes

i
:

i :
S

Instructions an® e
Answer all of the questions and use thee;. . previded.
Show all your workings. ot A

W - M_g -

Informat
The total r
available for”

i :ofjfr\arks available for this paper is 100. The number of marks
ach question is shown in brackets.

The quality of written response will be considered in Section B questions.

Resources
You can use a calculator to complete this paper.
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Section A

1. What type of organisation is able to trade shares on the stock exchange? o
i
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8. An organisation has developed a customer complaints policy.

Describe one way in which a customer complaints policy can improve custol
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9. A manager in a manufacturing organisation is carrying out a PESTLE analysis. .
about environmental issues. .
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Explain the potential impacts of two environmental factors that may be idet { %
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10. Explain two reasons why it is important for an organisation that manufacture
appliances to develop procedures for staff to follow.
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11. Explain two project management tools that could be used to contribute tot
of projects.
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12. Bert’s Garden Centre sells plants. Bert wants to know the net profit margin, L |

G

of £300,000 and a net profit of £45,000. W/
Calculate the net profit margin. /
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14. Matrix Pens sells pens for £22 per unit. The variable cost per unitis £9, and |

Using these figures, calculate:
a) Contribution per unit —
i
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15. Frosty Delights is a bakery producing cupcakes. They rent a shop on the higi
permanent staff on a full-time basis. They bake the cupcakes each day and

i
i
i

Explain the nature of fixed and variable costs in Frosty Delights bakery and v
influences on overall expenditure.
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16. Innovatech Limited are developing a new smart home device to revolutionis.
The technology will integrate functions such as security, energy managemer
platform. They recognise the importance of carrying out research to ensure |

i
i

What type of research should Innovatech Limited carry out for their new sm: M’%

why is it essential?
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Section B

18. A retail business has reached the end of its first year of trading and discover. s
i

unable to pay the VAT owing at the year end. The owner has not managed o MM%
carry out any proper planning or put in place any control or monitoring for o /

Analyse the importance of planning, tracking and ke L j-_!ng revenue and ey LW A
organisation, describing the risks associatad vitl ~ tv management of reven gy
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19. Shopfine, a retail organisation, wants to increase customer satisfaction and |
its stores. They want to improve the shopping experience for customers an.
reduce costs and waste within the stores. They are also committed to creat|
* . o - o ° * —
improvement and innovation within the organisation. —
i

Evaluate the use of total quality management (TQM) and kaizen in relation 1 %W

explain how they will help in the implementation of --.*. nuous improvemen ////”
N i, 5 g
use examples of the changes that might be muu ft:} _uslrate your answer. -
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20. You work in an NHS hospital organisation that is facing problems relating to .
departments. These include inefficiencies in the delivery of public services, |
and a lack of accountability in operations. Senior management have identifi.
R . . f
challenges and improve the guality of delivery. M%

Evaluate the importance of maintaining and improving quality in public sect.

specific reference to the issues identified and recom:; 1 ways in which thii / //?
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21. A medium-sized sales organisation is introducing a new customer relationshi|
because they want to improve interactions with customers, track customer .
streamline processes. They are concerned that they are not making the mo.
. . . . f
build strong relationships with customers. As part of the change, they want | s
i

////////////////
regions. The initiative has come from the board of directors, but the Sales [ /
///////////////////////

about the change and the sales team are reluctant to change and are resistin .
AW : W 4
Evaluate the use of the ADKAR model to sup o %h};ge in this scenario. S—
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Practice Paper A

Section A

10.

11.

12.

13.

14.

15.

What type of organisation is able to trade shares on the stock exchange?
Name one organisation that sets cross-sector v '« «a. dards.
o ey

Give one purpose of having pali i« g’lﬁ pr'écewaures for an organisation.
7 a '

Mam‘
2 v

0. rgdhisations continuously improve and make innova

e

Describe external drivers for change in an organisation.
Explain one benefit for an organisation of using key performance indicators.

An organisation has developed a customer complaints policy.

Describe one way in which a customer complaints policy can improve custon

A manager in a manufacturing organisation is carrying out a PESTLE analysis.
about environmental issues.

Explain the potential impacts of two environmental factors that may be idet
PESTLE analysis. sl
e 4.
N g"w”} . .
Explain two reasons why it is importzat ' Lavwgrganisation that manufacture
appliances to develop procesui i . =aff to follow.
s Ao L
e

ordi ’ _Jiragement tools that could be used to contribute to th

o

Bert’s Garden Centre sells plants. Bert wants to know the net profit margin,
of £300,000 and a net profit of £45,000.

Calculate the net profit margin.

A team is planning a project which is complex (involves a number of tasks) ai
different stakeholder groups.

Describe two ways in which the Agile project management methodology wao
effective management of the project.

Matrix Pens sells pens for £22 per unit. The variatie " )s ;per unitis £9, and |

Using these figures, calculate: s bl
a) Contribution per unit A\ L0

b) Break-even poirf L w7

3
-

s

. P
i »\\; w
e

WS isa Bﬁa\kery producing cupcakes. They rent a shop on the hig

VA
o3
=
o]
=
23]
=
<
T
o
3
(o]
o
o3
o,
@
_‘
=
(o]
~Z
o
s3]
==
[6)]
En s
=
(9]
O
fonl
ke
(9]
fo3]
2
[o]
wy
o]
a3
(8]
=
o
o3
-
Q3
=
o,
B

Explain the nature of fixed and variable costs in Frosty Delights bakery and \%
-

influences on overall expenditure. |

-
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16.

17.

Innovatech Limited are developing a new smart home device to revolutionis.
technology will integrate functions such as security, energy management an.
platform. They recognise the importance of carrying out research to ensure |

What type of research should Innovatech Limited carry out for their new sm:
why is it essential?

Freshbite, a manufacturer of ready meals, is rec g 0 anaintain a high leve
outbreak of food poisoning linked to ite.nioc ‘TE*', ey are being inspected b

Department of the iocalauthm’ sl e
5, j

Expiam the rasks ArRCER w«é a«f‘(’j Freshbite not being compliant with food hy

Section B

18.

19.

20.

21.

A retail business has reached the end of its first year of trading and discovers
unable to pay the VAT owing at the year end. The owner has not managed o
carry out any proper planning or put in place any control or monitoring for ro

Analyse the importance of planning, tracking and controlling revenue and e}
organisation, describing the risks associated with poor management of reve.

Shopfine, a retail organisation, wants to increase customer satisfaction and |
its stores. They want to improve the shopping experience for customers ang
reduce costs and waste within the stores. They are also committed to creat.
improvement and innovation within the organisation.

A &

16 "
Evaluate the use of total quality mannq o\ clg (s and kaizen in relation 1
explain how they will heip in Phailng %I@g >iitation of continuous improveme

use examples of the che jwrr‘ilght be made to illustrate your answer.

You w! n u;rfs ’hbspital organisation that is facing problems relating to ¢
depart; #9 These include inefficiencies in the delivery of public services, It
and a Iack of accountability in operations. Senior management have identific
challenges and improve the quality of delivery.

Evaluate the importance of maintaining and improving quality in public sectu
specific reference to the issues identified and recommend ways in which thiy

A medium-sized sales organisation is introducing a new customer relationshi|
because they want to improve interactions with customers, track customer ¢
streamline processes. They are concerned that they are not making the mo:
build strong relationships with customers. As part of the change, they want |
regions. The initiative has come from the board of dir@c*prs, but the Sales [\
about the change and the sales team are reluctar e h.nge and are resistin

Evaluate the use of the ADKAR ruic sl o ‘j;,.,..ppdfft change in this scenario.

s

END OF PAPER
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Preview of Questions Ends Here

This is a limited inspection copy. Sample of questions ends here to avoid students previewing
questions before they are set. See contents page for details of the rest of the resource.



Mark Schemes
Practice Paper 2A

i
i

Section A —y
Q Answer Marks AD //
1 Public limited company {PLC) 1, AQla | Award ZW/;//Z
2 o European Foundation for Quality Management_ ° ) 5 AQla | Award é////ﬁ

(EFQM), .0 full nam —
® International Organization for “;M 2 f{izgw;@}n %%/j
(1s0) Wi\ 4l Accepte —
*_ British Standazg. ) e £in {BSI) Cross-se % % %
3 ® Sapmort ’;;géen'f“\;vmomrkﬂows 1 AQOla | Award | ///////,% '
° “{m;ag equality g// %
e ‘g liisation of processes Accept % //
» Compliance with legal and regulatory valid pu i
obligations policies MM//%
4 » To stay relevant 2 AOla | Award | %Zjﬁ
® To open up new opportunities toama / ’%
o To develop staff é /Z
o To create a diverse workplace Accept ”////////
s Totarget new markets reason: MM/
Fontinu{ )y o
innoval
5 ° Report on business income 3 AOla | Award | ////%
® Examine resource usage toama é/ %
J Forecast and manage % //
» Cash flow Accept /////%
® Monitor business performance i g valid pu %/ %
*  Aid decision-making - ) :f > N?
® Enable informed actions ; 0 c g
6 | External drivers for change are u i« 5« side the 2 AOla | Award 1 %@///é
control of the organisativ ?’Y‘i}; Téaﬂ{to changes maximy. /////
within the orsz. iy o ':’é(;w;» o /,,,,,,,,,,,,,///Z
o WA 7 Uptol
exampie
7 » Vi fén organisational activities with strategic 2 AO1b | Award |
objectives (1) to ensure work done contributes a maxin
to main goals. (1)
® To monitor performance in the organisation (1) Accept
and ensure targets are being met. (1) explain |
® To set clear expectations for employees (1) so
they can be held accountable. (1)
8 | A complaints policy makes the process clear and 3 AO1lb | Award |
transparent (1), which means that customers know toama
how to address any concerns (1), which builds trust CO PY RiGHT
with customers. (1) Accept :
underdt PROTECTED
A complaints policy allows the collection of L f of havin
information about concerns (1) which can be vjug 7 ” policy 1t
to identify recurring complaints (1) so thut he g":ﬁﬂl‘a“”\ ‘
be addressed. (1) w80 4 ,,s)* b .
AN ig
Having agelear il xz\;:fs wolicy shows the
orgi 1&@@ 'S ;\,m;*n‘i"t‘sment to customer service (1), L . 09
and e ustomers see complaints being taken L Ed ti
seriousty (1) this can help to improve reputation % ucation
and brand image. (1) |
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