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Write your Centre Number and Candidate Number in the spaces provided at the top of this 
page.
You must answer the questions in the spaces provided.
Do not write outside the boxed area on each page or on blank pages.
Complete in black ink only. Do not write with a gel pen.
Answer all six questions.

INFORMATION FOR CANDIDATES
The total mark for this paper is 90.
Figures in brackets printed down the right-hand side of pages indicate the marks awarded 
to each question or part question.
Quality of written communication will be assessed in Questions 3, 4, 5 and 6.
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You are advised to take account of the marks for each question in allocating the available 
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Answer all six questions

1	 Janet Brunt is the Chief Executive Officer (CEO) of Kerrie’s Fast Food Ltd which has  
25 outlets in Northern Ireland. Janet is responsible for delivering the vision for the 
business over the next three years and leading the implementation of the strategic 
plan. The Human Resources Manager, James Williams, manages operational 
matters within the Human Resources Department including discipline, employee 
turnover, the staff survey, and leadership and management development. James is 
also responsible for achieving the aims and objectives of his department.

	 (a) 	Explain one similarity between leadership and management with reference to  
Kerrie’s Fast Food Ltd.

[3]

	 (b) 	Explain one difference between leadership and management with reference to  
Kerrie’s Fast Food Ltd.

[3]
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2	 Kerrie’s Fast Food Ltd is considering taking over a competitor. This will mean 
significant change for the business. Janet Brunt, CEO, has appointed you,  
a professional business services consultant, to advise her on change management.

	 Explain the steps from Kotter’s 8-step process that could be used to help Janet lead 
this change.
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3 	 James Williams has just received the results of a recent staff survey and a report on 
exit interviews conducted with staff who have left the company. 

	 The key findings of the staff survey include: 
		  – employees complained about their colleagues being regularly late for work
		  – employees in outlets were being bullied and harassed
		  – employees were not following health and safety procedures 

	 The key points in the exit interviews include:
		  – employees left the business because they were being overworked
		  – there was a lack of feedback and recognition of the work the employees did
		  – employees received limited information on how to do their job

	 In your role as a professional business services consultant, analyse the issues 
raised in the staff survey and exit interviews using the following two principles of 
management.

	 Fayol’s principles of management:

	 	 	 Discipline
	 	 	 Stability of personnel tenure

	 The quality of written communication is assessed in this question.
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4	 A trade union representative has advised Janet Brunt, CEO, that staff are concerned 
about the proposed takeover and are likely to be resistant to this change.

	 In your role as a professional business services consultant, analyse the reasons for 
resistance to this change.

	 The quality of written communication is assessed in this question.
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5	 James Williams, the Human Resources Manager, is investigating the value of team 
working to the business. James has asked you to advise him on team working.

	 In your role as a professional business services consultant, evaluate the benefits and 
problems of team working for Kerrie’s Fast Food Ltd.

	 The quality of written communication is assessed in this question.
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6	 Janet Brunt, CEO, has identified a number of leadership issues with managers in  
Kerrie’s Fast Food Ltd:

		  	 Managers keep a tight control over their departments
		  	 Decision-making has been slow
		  	 Employees have little influence over how they do their work
		  	 Communication mainly tends to come from the top down

	 Janet is keen for managers to adopt a laissez-faire leadership style and has asked 
you, as a professional business services consultant, to provide her with guidance.

	 Evaluate the impact of a laissez-faire leadership style in Kerrie’s Fast Food Ltd.

	 The quality of written communication is assessed in this question.
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[20]

THIS IS THE END OF THE QUESTION PAPER
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