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Business Studies 3 DBE/November 2015
NSC — Memorandum
10. No additional credit must be given for-repstition of facts. indicate with an 'R’
11. Note that no marks will be awarded for indicating Yes/No in evaluation type questions
requiring substantiation or motivation. (Applicable to SECTIONS B and C)
12. The differentiation between 'evaluate’ and ‘critically evaluate' can be explained as
fotiows:

121 When 'evaluate’ is used, candidates are expected to respond in either a
positive/negative manner or take a neutral {positive and negative) stance, e.g.
Positive: ‘COIDA eliminates time and costs spentV on lengthy civil court
proceedings. N

122  When ‘critically evaluate' is used, candidates are expected to respond in either
a positive/negative manner or take a neutral {positive and negative) stance. In
this instance candidates are also expected to support their responses with
more depth, e.g. 'CODA eliminates time and costs spent\ on lengthy civil
court proceedingsv, because the émployer will not be liable for compensation
fo the employee for injuries sustained. during working hours as long as it can
be proved that the business was not negligent. K

NOTE: The above could apply to 'analyse’ as well.

13. The allocation of marks must be informed by the nature of the question, cognitive verb
used, mark allocation in the memorandum and the context of each question.

Cognitive verbs, such as:

13.1 Advise, devise, name, state, mention, recommend, suggest, (list not
exhaustive) do not usually require much depth in candidates' responses.
Therefore, the mark allocation for each statement/answer appears at the end.

13.2  Describe, explain, discuss, elaborate, justify, analyse, evaluate, critically
evaluate (fist not exhaustive) require a greater depth of understanding,
application and reasoning. Therefore, the marks must be allocated more
objectively to ensure that assessing is conducted according to established
norms so that uniformity, consistency and fairness are achieved.

4. SECTIONB

14.1 I, for example, FIVE facts are required, mark the candidate's FIRST FIVE
responses and ignore the rest of the responses. Indicate by drawing a line
across the unmarked portion or use the word "MAX'.

NOTE: This applies oniy to questions where the number of facts is specified.

142 i two facts are written in one sentence, award the candidate FULL credit.
Point 14.1 above still applies.

14.3  If candidates are vequired to provide their own examples/views, brainstorm
this at the marking centre to finalise alternative answers.

Copyright reserved ‘ Please turn over
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Use of cognitive verbs and allocation of marks:

.Exﬁ If the number of facts is specified, questions that require candidates
to ‘describefdiscuss/expiain’ may be marked as follows:

e Fact 2 marks (or as indicated in the memorandur)

« Explanation 1 mark ;

The ¥act' and 'explanation’ are given separately to facilitate mark
allocation.

1442 If the number of facts required is not specified, the allocation of
marks must be informed by the nature of the question and the
maximum mark allocated in the memorandum.

ONE mark may be awarded for answers that are easy fo recall, requires
one-word answers or is quoted directly from a scenario/case study. This
appiies to SECTION B and C in particular (where applicable).

15. SECTIONC

15.1  The breakdown of the mark allocation for the essays is as follows:
Introduction ]
Content - Maximum:
Conclusion , 32
Insight B 8
| TOTAL ' 40
15.2 insight consists of the following components:
Layout/Structure Is there an introduction, body, proper paragraphs and 2
] a conclusion? '
Analysis and 1 Learners' ability to break down the question/interpret 2
interpretation | it correctly to show understanding of what is being asked.
Synthesis Are there relevant decisions/facts/responses made based 2
1 on the questions?
Marks to be altocated using this guide:
No relevant facts: 0 {Two *-S")
| Some relevant facts: 1 (One 8"
1 Only relevant facts: = 2 (Zero '-S')
NB: If there are no '-S' award the maximum of TWO (2)
| marks. ;
Originality | Examples, recency of information, current trends 2]
and developments. i
TOTAL FOR INSIGHT:} 8
TOTAL MARKS FOR FACTS:| 32|
TOTAL MARKS FOR ESSAY (8 +32)] 40
NOTE: 1. No marks will be awarded for contents repeated from the introduction
and conclusion.
2. The candidate forfeits marks for layout if the words INTRODUCTION
and CONCLUSION are not stated.
3. Zo marks will be allocated for layout, if the headings INTRODUCTION
and CONCLUSHON are not supported by an explanation.
Copyright reserved Please turn over
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SECTION B 2.3

Mark the FIRST THREE answers only.

QUESTION 2: BUSINESS ENVIRONMENT

21

22

Copyright reserved

BBBEE Act Pillars

2.1.1 Management/Management and controlv

2.1.2 Preferential procurement/Supply services/Enterprise and supplier
development\

2.1.3 Social responsibility/Socio-economic a¢<o_ov3m:2<

2.1.4 Skills development\V

2.1.5 Ownership\V {5x2)(10)
Strategic management process
OPTION 1
- Havea o)_\mmw. vision, a mission statementy and measurabie/realistic objectives
in place.

- ldentify opportunities/weaknesses/strengths/threats by conducting
environmental scanning/situational analysis.V

- Tools available for énvironmental scanningV may include a SWOT/PESTLE/
Porter's Five Forces model (industrial analysis tools).V

- Formulate alternative strategiesV to respond to the challenges.V

- Develop (an) action plan{s)Y, including the tasks to be dorie/deadlines to be
met/resources to be procuredy, etc.

- Implement selected wqmﬁm@mmw)\ by communicating it to all stakeholders/
organising the business's resources/motivating staif.V

- Continuously evaluate, monitorV, measure strategiesV in order to take

corrective action.V

Any other felevant answer related to a description of the strategic management

process.

Max (8)
OR
OPTION 2
- Reviewy vision statement.V
- Analyse/Re-examineV mission statement.V
- Conduct an analysisV using models such as PESTLE/PORTER'S/SWOT.V
- Formulate a strategy, such as a defensivefretrenchment strategy.V
- Implement a strategyV, using a template such as an action plan.V
- ControifEvaluate/Monitor the implemented strategyV to identify gaps/deviations
in implementation.V
- Take corrective action to ensure goals/objectives are met.V
- Any other relevant answer related to a description of the strategic management
process.
NOTE: The steps may be in any order.
Max (8)

Please turn over
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Impact of LRA on businesses

Positives/Advantages

- LRA provides for the principles of collective bargainihgV and puts structures in
place with which disputes in the workplace can be settled.V

- Promotes a healthy relationshipy between the employer and employees.V

- Provides specific guidelines for employersV on correct and fair disciplinary
procedures.V

- Employers and employees have guidelinesV regarding correct and fair
dismissal procedures.V

- Provides mechanismsV such as statutory councils/collective bargaining/
CCMAY

- Labour disputes are settled quickery and are less expensive.¥

- Provides protection for employersy who embark on lawful lock-outs.V

- Employers are entitled to compensation from the Labour CourtY if they suffered
damages as a result of unprotected strikes.V

- Workplace forums can add value to businessesV if it functions properly.V

- Any other relevant answer related to the positives/advantages of the LRA to
‘businesses.

AND/OR

Negatives/Disadvantages -

- Employers may have to disclose information about workplace issues to union
representativesy that could be the core of their competitive advantage.V

- Employers may not dismiss employees at willV, as procedures have to be
followed .V

- Some businesses may feel that the 1.RA gives employees too much powery as
it creates lengthy procedures, e.g. consulting with workplace forums.

- Employers may not get a court interdictV to stop a strike.V

- Strike actions always resutt in loss of productiony for which employers may
not claim. o

- Some trade unions may not promote the mandate of their rmembersv but
embark on industrial action, which is harmful to labour relations between
employers and employees.v

-~ Many employees and employersV do not understand/respect the Labour
Relations Act.V

- Labour disputes and bargaining council processes become disruptive/
time-consuming and can lead to a decrease in productivity in businesses.V

- Many employees take advantage of the right to strikeV without acknowledging
their responsibilities.\

- Any other relevant answer related to the negatives/disadvantages of the LRA
for businesses.

NOTE: Award a maximum of TWO (2) marks if the impact is on trade

unions only.
Max (8)

Please turn over
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2.7 Porter's Five Forces model

Power of buyersy

Karen needs to assess howv her buyers/customers can influence prices.¥
If Karen's custémers have a wider choice of services, they have more power
to influence prices and terms of sale
Despite Karen's high prices, she has many customersv due to excellent
services and stylish decor.V .
Any other relevant answer related to the power of buyers,

Sub max {(3)

Threats of new entrants to the market/Barriers to entryy

The power Karen's business has in the market will depend on how easy it isV
for new competitors to enter the market.V

It was easy for Karen to start her business because it required a small amount
of capttal/only a frading licence.V

Ka ﬁm:).\m market can attract potential competitorsV, because of low barriers to
entry.

it may be difficult for small businesses fo enter the markety as Karen has a
large market share/many customers.

Any other relevant answer related to the threats of new entrants/barriers to
entry. .
Sub max (3)

Competitive rivalryV

Businesses rendering the same/similar servicesV may have an impact on
Karen's market.V
Karen may be stronger than Sammy's Party Plannersv, as she renders
excellent services.V :
Despite Karen's high pricesv she has more customers than her competitors.V
It is easy for Karen to withstand competitive rivalryy as there is only one
competitor.V
Any other relevant answer related to competitive rivairy.

Sub max (3)

Power of suppliersy

Copyright reserved

Karen must assess the power of the suppliersy in influencing the market.y/
Thuli Ltd has more power over Karer' Eventsv, since Thuli is the only supplier
in the marketV/Karen does not have a choiceV but to buy from Thuli's Lid.V
Karen will have to accept Thuli's terms and conditionsv, e.g. Thull's Lid can
determine the quantities and the prices of the inputs supplied.V
Thuli's Ltd can easily increase the prices of her services.V
Any other relevant answer related fo the power of suppliers.

Sub max (3)

Please turn over
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Threat of substitutes/Alternativesy ,

Substitute services are different services that at least partly satisfy the same

- needs of the customersv and can be used o eplace one another.Y

Combined service packages/deals on various functionsv may be available at
more affordable prices.¥

Some customers may prefer to organise traditional wedding ceremonies on
their own, which may not require the services of Karen's Events.V

Any other relevant answer related to threat of substitute.

Sub max (3)
Forces (5)
Explanation/Theory (5)
Application (5)
Max (12)
160]
BREAKDOWN OF MARKS.
QUESTION 2 MARKS
2.1 10
2.2 8
23 8
2.4 4
2,54 2
2.52 6
253 2
2.6 8
2.7 12
TOTAL 60
QUESTION 3: BUSINESS VENTURES
3.1 Insurance
3.1.1 Non-compulsory insurance/Short-term insurance.\V
Sub max {2)

Cepyright reserved

Reasons for/Benefits of short-term insurance
- Short-term insurance protects BGD against possible losses that it may
suffer as a result of fire, burglary, theft, storm damageW, etc.
- If BGD insured their stock, they will be indemnified for stock losses by the
insurance company.\v
- Any other relevant answer related fo reasons forbenefits of non-
compulsory insurance/short-term insurance of stock.
NOTE: The reason must be applicable to the scenario.
Sub max (2)
Max {4)

Please turn over
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3.4 Distinguish between ordinary and preference shares

Ordinary shares

Preference shares

- Ordinary shares only receive
dividendsv when profit is made.V

Some of these fypes of shares
receive dividends+ regardiess of
profit made.y

Business Studies

16

DBE/November 2015

NSC - Memeorandum

3.5 Forms of ownership

3.5.1 Private companyy

(M

3.5.2 Success -or failure factors of a private company

- Normally the higher the profity, the
higher the dividend ¥

A fixed rate of retum is paidv on this
type of sharesV

- Shareholders are the last to be
paidv, if the company is declared
bankrupt/iquidated.¥

Shareholders have a preferred claim
on company assetsV in the event of
bankruptey/liquidation./

- Ordinary shares are standard
shares with no special rights or
restriction.y

These shares enjoy preferential
rightsV to dividends/repayment over
ordinary shares.y

- Dividends vary from year to <m,.m.x
according te profits madev as
determined by the company.y

Dividends are payableV according to
the type of preference share.V
Non-cumulative preference
shareholdersy will not receive any
outstanding dividends from previous
years.V

OR
Cumulative shareholdersV will receive
outstanding dividends from previous
years.

Criteria Success Failure
{a) Division of High profits and good retums to |- Shareholders may sell their shares
profits shareholdersY indicate the when dividends are lowV, resulting in

success of a company, which
increases the vaiue of shares.V
Profits generated can be re-
investedv to expand business
operations.Y

Shareholders receive profits
according to the typeY and
number of their shares.¥

Any other relevant answer
related to the contribution of the
division of profits to the success
of the private company.

a drop in share prices.V

Dividends are not always paid outy
which may discourage new
investors.¥

- Any other relevant answer related to
the contribution of the division of
profits to the failure of the private
company.

Sub max (4)

Shareholders have a right to vote
at the Annual General Meeting.V

Voting rights are restricted to parti-
cular circumstances/résolutions,V

- Any other relevant answer related
to ordinary shares.
Sub max (8)

Any other relevant answer related to
preference shares.
Sub max (6)

- Examples:
Such as Sasol/Telkom, etc.

Examples:
Cumulative/Non-cumulative/
Redeemable/Non-redeemable/
Participating/Non-participating/

Convertible/Non-convertible.
Any (1x1) (1)1 Any (1x1) (1)
Sub max (7) Sub max {7)

NOTE:
distinction is clear.

Copyright reserved

The answer does not have to be in tabular form as long as the

Differences {2 x 8) (12)
Example {2 x 1) (2)
Max (10)

Please tumn over

(b) _.....mmmm_mmo:

Procedures to form a private
companyV have been simplified
by the new Companies Act 71

of 2008.Y

Limited liability allows for

greater risk takingV, which may |
lead to growth of the business.Y

Auditing of financial statements
(if required)Y, gives
shareholders the assurance that
the business is being properly
managed and supports raising
additional finance. ¥

There is no longer a limity on
the number of shareholders in a
private com nm:vi\

A private company can benefit
from government programresy
if they comply with the relevant
legistation.y

Personal liability of share-
holders does not affect the
company’s assets.V

Any other relevant answer
refated to the contribution of
legisiation to the success of a
private company.

- Formation procedures are time
consurming/complicated/ expensivev,
as many legal documents need to be
prepared/submitted.

- High formation/establishment
expensesy require large start-up
capital.V

Annual audit of financial statements
(if required)¥ is costly.V

- if a private company does not comply
with _mmw._m_mmo:«. its licence maybe
withdrawn by the Companies and
intellectual Property Registration
Office (CIPRO)/Companies and
intellectual Property Commission
(CIPC).A

- Any other relevant answer related to
the confribution of legislation to the
failure of a private company.

Sub max (4)

NOTE: Accept relevant factors if a Public company was incorrectly identified in
QUESTION 3.5.1.

Copyright reserved

Max (8)

Please turn over
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4.2 CSl projects

Charitable contribution towards NGOs/Businesses can donate blankets to old-
age homes/orphanages/running soup kitchens, ¥V

Involvement in community education/Build schools in communities/Offer
bursaries to reedy students/Donate old computers to less privileged
schools/Provide/Support aduit education and training in the local community.\W
Teach entrepreneurial skills/Offer support to individuals starting new business
ventures.\W

Conduct skills development/job creation projects/Offering bricklaying
courses. W

Sponsor art and cultural programmes, such as school choirs.\W

Support youth programmes, such as sport/recreational activities.\W

Any other relevant answer related to the contribution of corporate social
investment (CSI)-projects to the community.

NOTE: 1. Mark the first THREE (3) only.

4.3 Stages of team development

Copyright reserved

2. Award a maximum of TWO (2) marks if the example demonstrates
the same practical way and contribution of CSI projects to the

community.
Any (3x2) (6)

Forming stage\W

= individuals gather information and impressions about each other and the
scope of the task and how to approach itV

« This is a comfortable stage to be in.V

= Peopie focus on being busy with routines, such as team organisation e.g.
who does what, when to meet each other, stc.

= Any other relevant answer related to the forming stage of team
development.

Sub max (3)

Storming stageVV

+ Teams go through a period of unease/conflict after formation.V

» Different ideas from team members will compete for consideration.v

« Team members open up o each other and confront each other's ideas/
perspectives.V

« Tension/struggie/arguments occur and upset the team members/there may
be power struggles for the position of team leader.V

Business Studies 20
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- Norming stage/Settling and reconciliationVV
» Team members form agreement and consensus.V
« Roles and responsibilities are clear and accepted.V
« Processes, working style and respect develops.V
+ Team members have the ambition fo work for the success of the team's
goals.V
Conflict may oceur, but commitment and unity are strong.V
o Any other relevant answer related to the norming/settling and reconciliation
stage of team deveiopment.

.

Sub max (3)

- Performing stage/Working as a team towards a goalv
« Team members are aware of strategies and aims of the team.V

They have direction without interference from the leader.y

Processes and structures are set.V

Leaders delegate and oversee the processes and procedures.V

All members are now competent, autonomous and able to handle the

decision-making process without supervision.V

« Differences among members are appreciated and used to enhance the
team's performance.V

» Any-other relevant answer related to the performing stage of team
development.

® o 9o o

Sub max (3)

- Adjourning/Mourning stage\V
« The focus is on the completion of the task/ending the project.V
« Breaking up the team may be traumatic as team members may find it
difficult to perform as individuals once w@mm:.z\
« All tasks need to be completed before the team finally dissolves.V
« Any other relevant answer related to the adjourning/mouming stage of team

development. Sub max (3)
NOTE: Mark the first FOUR {4) stages only.

Stage: (2)

Explanation: (1)

Any (4 x3) (12)

« In some instances storming can be resolved quickly, in others, the team 4.4  Ways of promoting sociai rights in the workplace .
never leaves this stage.V - wcw_:.mmmmm should ensure that employees have access to health care/social
« Many teams fail during this stage as they are not focused on their task.V security.\W id ities f ilis frainina/basi
» This phase can become destructive for the team/will lower motivation if - mm8cﬂmm <w3n_o<mom\v8<_ & opportunities for skills raining/basic
aliowed to get out of control.V education. o ) c
. N ; - - Register workers at UIF to provide adequate protection in the event of .
« Thisstage is necessary/important for the growth of the team.V unemployment/illness.\Y
* Some team members folerate each other to mc.j\_<¢ this wﬁm@m./\ - Encourage employees to participate in special events, e.g. World Aids day.\W
* Any.other relevant answer related fo the storming stage of team - Establish site clinics to give employees access fo basic medical
development. examinations v
Sub max (3} - Any other relevant answer related to the promotion of social rights in the
workplace.
NCTE: Do not accept ways that promote human and/or economic rights.
. Max (8)
Please turn over Copyright reserved Please-turn over
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Evaluate alternative soiutions\v

e Angel Clothing must use crifical evaluation and analytical skills to
evaluate each solution.V

+ Consider the advantages and disadvantages of each alternative
solution.V )

e Any other relevant answer related to evaluating Angel Clothing's
alternative solutions.

Choose the best solutionVW

+ Angel Clothing must set criteria for the best solution; in terms of
aspects such as time/cost/risk involved.V

e The best solution should match the size and the resources of the
business.V ‘ )

+ {fthe solution is not appropriate, they should go back to defining the
problem.V .

« Any other relevant answer related to choosing Angel Clothing's best
solution.

Formulate/Develop an action plan/strategyVV

« Angel Clothing must arrange the necessary resources and delegate
tasks.V

« The business should set deadlines.y

e Any other relevant answer related to formulate/develop an action
plan/strategy for Angel Clothing..

Implement the action plan\/

 Angel Clothing must carry out the planned actions.V

« Communicate delegated tasks/deadlings to employees.V

« Any cther relevant answer related o the implementation of Angel
Clothing's action plan.

Evaluate the solution/action planyv

¢ Angel Clothing must monitorfiest the solution/action plan/strategy
continuously.Y

e [f problems emerge, they must recognise and re-formulate the
problem for improved solutions in the future.

« Take corrective measures.

« Any other relevant answer related to evaluating Angel Clothing's
solution/action plan.

NOTE: 1. Mark sieps in any order.

Copyright reserved

2. Award marks when different approaches in problem solving
are used, e.g. 3 or 5 steps, etc.
3. The ‘Sub max’ of TWO (2) marks for application in each step
must be adhered to.
Steps: Sub max {6}
Application: Sub max (8)
Max (12)

Please turn over
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4.7:2 Advantages of creative thinking in soiving Anget Clothing’s problem

Starts/Ignites Angel Clothing's procsss of problem solvingv, as there are

usually more probiems and not enough selutions.

Better/UniquefUnconventional ideas/solutions is generated.

May give Angel's business a competitive advantage if unusual/unique

solutions/ideas/strategies are implemented.V

Complex business problemsy may be solved.V

Productivity increasesY as Angel's management/employees may quickly

generate multiple ideas to utilise time and money more effectively.y

Managers/Employees have more confidence as they can five up to their

fult potential.V v

Managers will be better leadersV as they will be able to handle/manage

change(s) posttively and creatively.V

Managers/Employees can develop a completely new outlooky, which may

be applied to any task(s) they may do.V

Leads to more positive aftitudesy as managers/employees feel that they

have contributed towards problem solving.V

Improves motivationV amongst staff members.

Managers/Employees have a feeling of great accomplishmentV and they

will not resist/obstruct once they solved a problem/contributed towards

the success of the business.V

Angel's management/employees may keep upy with fast changing

technology.V

Stimulaies brain function of employees/managersy, as they are

continuously pushed out of their comfort zone.V

Creativity may lead to new inventionsV which improves the general

standard of living.V

Any other relevant answer refated to the advantages of creative thinking.
: Max (4)

4.7.3 Ways in which Angel Clothing can contribute time ard effort to
advance the wellbeing of their employees.

-Copyright reserved

Angel Clothing should improve the general quality of life of employees,
e.g. pay fair wages/skills development\W, etc.

- Start a nutritional programme so that employees can enjoy one meal per

day to keep them in a healthy condition.\V

Provide subsidised housing/accommodation for their employees. Vv
Give time to staff to get involved in projects they chooseVV/Allow staff to
use some of the working hours fo participate in the projects of their
choice W

Encourage employees to stay fit and healthy by getting them involved in
health activities to minimise stress/substance abuse/obesity. ¥V

Provide transport for employees who work unusually long hours W
Establish coaching and mentoring programmes for junior employees. NV

Please turn over
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54 5.4.1 Purpose of an interview

- To determine a candidate’s suitability for the job.NV

- Match the information given by the applicant with the requirements of
the job.W

- To get more information from the applicant.\W

- Evaluate the skills and personal characteristics of the applicant.\W

- Provides the applicant with the opportunity fo find out more about the job
and the company/ask questions about the job/salary/working
conditions. NV

- Any other relevant explanation of the purpose of an interview.

Max (4)

5.4.2 Role of the interviewee during the interview

- Greet )ﬂ\rw interviewer by name with a solid handshake and a friendly
smile.

- Listen carefully to the questionsV before responding.V

- Make eye contactV and have good posture/body language.V

- Show confidenceV and have a positive attitude.V

- Be inquisitive\ and show interest in the business.V

- Ask clarityV seeking questions/be assertive.V

- Show respectV and treat the interview with its due importance.V

- Be honest about mistakesV and explain how you dealt with it.V

- Know your strengths and weaknessesV and be prepared to discuss it.V

- Any other relevant answer related to the role of the interviewee during the
interview.

Max (6)

5.5 Quality indicators for the purchasing function

Buy raw materials in bulk at lower prices. vV
Select reliable suppliers that render the best quality raw materials/capital goods
at reasonable prices. NV
Place orders timeously and regular follow-ups to ensure that goods are
delivered on time.\W
Effective co-ordination between purchasing and production departments so

t purchasing staff understand the requirements of the production process. ANV
Required quantities are delivered at the right time and place VW
Implement and maintain stock control systems to ensure the security of
stock. N
Maintain optimum stock levels to avoid overstocking/reduce outdated stock.\W
Monitor and report on minimum stock levels to avoid stock-outs. NV
Effective use of storage space and maintain product quality while in storage. NV
involve suppliers in strategic planning/product design/material selection/quality
control process. ¥V
Ensure that there is no break in production due to stock shortages.vV

Establish relationships with suppliers so that they are in alignment with the

business's vision/mission/values VW
Have a thorough understanding of supply chain management.\W
Any other relevant answer related to quality indicators for the purchasing
function.
Max (8)
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[}

Total Quality Management (TQM) |

5.6.1 Elements of TQM

Statement from the scenario TQM Elements
- The management and staff are all - Involvement of all employees/
actively involved .V People-based management/
Teamwork. VW
- Petunia Nurseries has enough capitalV | - Adequate financing and
capacity.
- ... to buy the latest gardening - Continuous improvement to
equipmenty ) systems and processes. VY
- ... and conduct regular market - Total client satisfaction.\W
research.y ,
- ... the best quality plants are sold and - Total client satisfaction.\W
excellent gardening services are
rendered.
- They also have tight quality control - Monitoring and evaluation of
measures in place, such as regular | quality processes.\V
testing for plant diseases.
Sub max (3) Sub max (6)

NOTE: 1. Elements must be linked to the scenario.
2. Award ONE (1) mark for quoting from the scenaric without the
correct identification of the TQM element.
Statements (3)
Elements (6)
Max (9)

5.6.2 Advantages of the required TQM elemients for Petunia Nurseries as a
large business

Invoivement of employees/People-based management/Team Work
- Petunia Nurseries have well-structured systems and processes that
include everyone in the quality control and management process.V
- Allemployees are committed 1o creating high quality product and
services.V

- Specific measures are in .v_mom< that encourage everyone to be
responsible for quality.V

- Any other relevant answer related to the advantages of involving all
employees as an element of TQM in Petunia Nurseries.

Sub max (2)
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QUESTION 6: MISCELLANEOUS TOPICS
BUSINESS ENVIRONMENT
8.1 Cornisumer Protection Act {CPA)

6.1.1 Consumer Protection Act, 2008 {Act 68 of 2008)/Consumer Protection
Act/CPAN @)

6.1.2 Consumer rights
Rightto:
- Fair and responsible marketingVV
- Fair and honest dealingsVW
-~ Disclosure and informationy
- Any other consumer right violated in Themba's case as per CPA.
NOTE: Mark the first ONE (1) only.
Any (1x2) ()

6.1.3 Impact of Consumer Protection Act (CPA) on Josh Sight & Sound(JSS)

Positives

- Enables Josh Sight & Sound to resolve disputes fairlyV through the
National Consumer Commission/Consumer Court/Industrial
ombudsmen.V

- JSS may build a good imageV if they ensure that they do not violate
consumer rights.V

- May gain consumer loyaltyV, if they comply with CPAN

- JSSisless likely to have court cases against themn for consumer rights
violations.V

- They may be protectedy if they are régarded as consumers.V

- JSS may be safeguarded from dishonest competitors.V

- Prevents larger businessesY from undermining smaller ones.V .

- Any other relevant answer related fo the positive impact of the CPA on
businesses.

AND/OR

Negatives

- Josh Sight & Sound has fo replace/repair faulty items/refund moneyV if
the fault ocours within six months after purchase.V

- JSS has to disclose more informationv about their products and
processes/services.V

- Confidential business informationV may become available to
competitors,

- Consumers can take advantage of JSSV and return goodsitelevision
sets/radios when it is not necessary to do so.¥

- Processes and procedures required of JSSV can be expensive and
time-consuming.

- JSS may feel burdenedv by the required processes.¥

- Penaities for non-complianceV may be very high.V

Copyright reserved : Please turn over
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- They need to tfrain staff and consult legal expertsv, which can be
expensive. :

- Many business documents need %o be simplified/revamped at-exira
costV, as consumers have a right to receive confracts in simple and
understandable fanguage.V :

- Administration costs increasev, as legal contracts must be worded in
plain language/pitched at the level of the consumer.V

- Josh Sight & Sound may need an insuranceV against claims from
consumersv/Provisions in the Act increase the risks for insurance
companiesy in protecting businesses against unforeseen claims and
law suits.V

- Supply chain management in stock levels will have to be managed

differentlyV as defective goods have to be replaced within six months at
the request of the customer.Y

- Information technology systems need to be improvedy as the retailer
must keep more detailed records of interactions with consumers and be
able to report to the National Consumer Commission.V

- Any other relevant answer related to the negative impact of the CPA on

businesses.
NOTE: Responses on the impact must be relevant to CPA.
Max (10)

BUSINESS VENTURES
6.2 Investments

6.2.1

6.2.2

RSA Retail Savings Bonds/Government Retail Bonds\W 2)

Benefits of investing in RSA Retail Savings Bonds

- Easyto.buyY as itis available electronically on the RSA Retail Savings
Bond website/directly from the National Treasury/from any branch of the
Post Office/Pick 'n Pay.V

- No administration¥ or registration costs.V

- No fees/commissionY is payable.V

- The interest rate can be morev than banks offer.v

- The longer the investmentsy, the higher the rate of interest.V

- The returns offered by retaii bonds are goodv and they take into
account the effects of inflation.¥

- Investment is secure, because it is guaranteed by the mo<w33w:2_ and
the risk is low.V

- Investors can choose fo reinvest their interest at the same rateV as the
initial investment.¥

- Interest rates are received twice a yearV at a fixed rate.

- Any other relevant answer related to the benefits/advantages of the
RSA Retail Savings Bonds.

Max (8)
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6.5 THREE criteria for successful teams BUSINESS OPERATIONS
- Interpersonal attitudes and behavioury¥
e Members have a positive attitude of support and motivationV towards 6.6 Business Functions

each other.Y

Good/Sound interpersonal relationships will ensure job satisfaction/
increase productivity of the team.V

Members are committed/passionatev towards achieving a common
goal/objectives.¥

Team leader acknowledges/gives credit to membersv for positive
contributions. g

Any other relevant answer related to interpersonal attitudes and behaviour
oﬁm:oommmﬁc:mmam. . Sub max (3)

6.6.1 Administration function(Administration)/Management Information system/
MiS/Information systems/Information technology/General Management.\v

)
6.6.2 Production function/Productiony . @)
6.6.3 Financial function/Financialvy )

6.7 Selection procedure that Flying Colours Advertising Agency should follow
- Shared values/Mutual trust and support - Determine fair assessment criteriaV on which selection will be based.V
»  Shows loyaly/respect/trust towards team membersy despite differences.V - Use the assessment criteria to assess all CVs/application ,_q.o::w)\ received
o Shows respecty to the knowledge/skills of other members.V w%%%mwﬂ_\%%ﬂ%mw\%wﬂwﬁmﬂﬂ%ﬁwﬂ%ﬂﬂ w done by sorting the applications
* Mmu%ﬁw@mﬂnwmmww%ﬂ%ﬁ%ﬂﬁ%ﬁﬂ%% MMMMJ omwﬁmw«\ammd:@ team - OJMM_A ﬁmmd\wvvmom:w are not submitting false documentsv such as forged -
o Any other relevant answer related to shared values/mutual trust and _ o_smmmw_ow_mmmw omMMMm_m8:$< who qualify for the post.v
support of members in successful teams. Sub max (3) - Screen and check ﬂw\ﬁw_..m:om)\_ e.g. check applicants’ criminal records/credit
s history/social mediav, etc.
- Communication\ . . - Oo:%“oﬁ preliminary interviews to sift out applicants who qualify for the job.v
e Aclearsetof vqooomwow\vﬁoo.wa:ﬁmm for team worky ensures that every - Inform all applicantsy about the outcome of the application.y
team member understands his/her role. . . - Compile a shortlisty of approximately five people.V
e Ability to communicate welV and make quick decisions. - Invite the shortlisted applicants/candidatesv for an interview.V
. OoBBcs_omvm.m with team membersy and allows for ,,_ﬂmma.cmowb\ - Shortlisted candidates may be subjected to various types of selection testsY,
» Encourages discussion about the problem so that solutions can be e.g. skills test.V
,ﬂo::m“.)\ . - A written offer is madev to the chosen candidatev.
» Continuous review of tearn progress\ ensures that team members can - Any other relevant answer related to the selection procedure of a receptionist.
rectify mistakesfact pro-actively to ensure that goals/targets are reached N NOTE: Procedure can be in any order. Max {8)
e Any other relevant answer related to communication in successful teams. [60]
Sub max (3)
BREAKDOWN OF MARKS
- Co-operation/CollaborationV QUESTION 6 MARKS
o Clearly defined realistic goals are setV, so that all members know exactly 6.1.1 ; 2
what is to be accomplished.¥ 612 2
o Willingness t co-operate as a unitv to achieve team objectives.V 613 10
o Co-operate with managementV to achieve team/business objectives.V 621 2
o Agree on methods/ways to get the job done effectivelyV without wasting 622 g
time on conflict resolution.V 63 3
o Al membersY take part in decision making.V 64 10
» Abalanced composition of skills/knowledgefexperiencefexpertiseV ensures m.m 9
that teams achieve their abjectives.V G m 7 2
« Any other relevant answer related to co-operation/coliaboration in m.m.w 2
successful teams. Sub max (3) —
NOTE: 1. Mark the first THREE {3) only. 6.6.3 2
2. Consider any other reievant criteria for a successful team. 6.7 .8
Criteria: Any (3 X 2) (8) TOTAL 60
Explanation: Any (3x 1) (3)
Max (9) TOTAL SECTION B: 186
Please turn over Copyright reserved Please turn over
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7.3 Steps in evaluating strategies

N

Examine the underlying basis of a business strategy. vV
Formulate strategies to meet objectives favourably.\W
Implement strategies using action plansW, etc.
Look forward and backwards into the implementation process.\Y
Compare the expected performance with the actual performance W
Measure business performance in order to determine the reasons for
deviations and analyse these reasons.\V
Take corrective action so that deviations may be corrected. W
Set specific dates for controf and follow up. N
Draw up a table of the advantages and disadvantages of a strategy.\"
Decide on the desired outcome. W
Consider the impact of the strategic implementation in the internal and external
environments of the business.\
Any other relevant answer related to the steps in strategy evaluation.
OTE: Accept steps in any order.
Max (10)

74 Conclusion

Copyright reserved

Businesses have to analyse the opportunities and threats in order to formulate
new strategies or change their current strategies NV

PESTLE analysis enables businesses to identify the challenges of the external
environment and devise relevant strategies to overcome the identified
challenges.\NY

Businesses that apply the PESTLE analysis are able to respond quickly to the
external pressures and adapt to them.\W

Any other relevant conclusion related to applying the PESTLE analysis/

recommendation of strategies/steps in evaluating strategies. Max (2)
[40]
BREAKDOWN OF MARK ALLOCATION
Details Maximum Total
[ Introduction ] 2
PESTLE analysis:
Factors 6
Challenges 20 _<_wwx
Recommendations 10
| Steps for strategy evaluation 10
Conclusion 2
INSIGHT
Layout 2
Analysis, interprefation 2 8
Synthesis 2
‘Originality/Examples 2
TOTAL MARKS ] 40

LASO - For each component:

Allocate 2 marks if all requirements are met.

Allocate 1 mark if some requirements are met.

Aliocate 0 marks where requirements are not met at all.
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QUESTION 8: BUSINESS VENTURES (PRESENTATION)

8.1 Introduction

A verbal presentation will focus on an oral/spoken presentation to the
directors.V
The purpose of a verbal presentation is to exchange information as it involves
speaking and listening for both the presenter and the audience/directors.V
Visual aids combine pictures and sound that will enhance the quality of the
presentation.V
Visual aids can help to convey a large amount of facts in a short time.N
Choosing the raost effective visual aids should capture the attention of the
directors and support the logical flow of the Emmm:ﬁmmo:u\
When responding to the directors' questions/remarks, the presenter should not
be aggressive/defensive.¥
Any other introduction relevant to a verbal presentation supported by visual
aids.

Max (2)

8.2 Factors to be considered when preparing for a presentation

Copyright reserved

Clear vcaomm::ﬁmsmo:m\oEm&<¢m< and main points of the Qmmoammo:a
Main aimsY captured in the introduction/opening statement of the
presentation.V
Information presentedy should be relevant and accurate.V
Fully conversanty with the content/objectives of the presentation.y
Background/diversity/size/pre-knowledge of the audienceV to determine the
appropriate visual aids.V .
Prepare a rough draft of the qumm:ﬁmmoi with a logical structure/format with
an introduction, body and conclusion.V
The conclusion must summarise the key factsV and how it relates to the
objectives/shows that all aspects have been addressed A
Create visual mmam\@_,muzom)\ that will consolidate the information/facts to be
conveyed to the board of directors.V
Find -out about the venue for the Uﬁmmm:ﬁmmo:)\. e.g. what equipment is
available/appropriate/availability of generators as backup to lcad shedding.V
Consider the time frame for presentation, e.g. fiffeen minutes allowed.V
RehearseY to ensure a confident presentation/effective use of time
management.V )
Prepare for the feedback sessionv, by anticipating possible questions/
comments.V
Any other relevant answer related to the factors that must be considered when
preparing for the presentation.

Max (12)

Please furn over
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8.3.5 Posters/Signs/Banners/Portable advertising stands/Flags\ . 8.4
Positives .

Useful in ‘Q‘oﬂoﬂ.im»\ the logo/vision of the business:

1t should be oo_ocncw\mu\m.omﬁz:@\oﬁm%m)\ to support the core
message of the presentation.¥

May contain large illustrations/picturesffeatures of the productstkey
conceptsy to emphasise detail, e.g. creative jewellery/unique features
of the jewellery.V

Can make impacty when placed strategically infoutside the venue.y
Any other relevant answer related to the posiiive evaluation of
posters/signs/ banners/portable advertising standsfilags.

AND/OR

Negatives

May overpower/draw attention away from the présentation if it is too
big/not placed oo:.moﬁ_v\./\ )

May not always be useful in a small venue/audienceV as it can create a
‘crowded' atmosphere.V

-Only focuses on visual mmnm.oﬁm;\ as it cannot always be combined with

sound/audio.N

Any other relevant answer related to the negative evaluation of

posters/signs/banners/portable advertising stands/flags. Sub max (6).
) 8.5

8.3.6 Flip charts/White boards\W
Positives

Mainly used for a small audience to note down short notes/ideas.y
Very effective in brain storming sessionsY as suggestions are
summarised or listed.

In a sales pitch it may be useful during the feedback session to
summarise main facts/aspects that the presenter needs to follow up A
Any other relevant answer related to the positive evaluation of ilip
charts/white boards.

AND/OR

Negatives

There may not be enough time during the presentation to make writien

notesV, so some ideas may not be listed.

Handwriting may be illegible/u ntidyv which may not contribute to a 8.6
professional msm@m\vﬁmmm:ﬁmao:./\

It may not always be possible to prepare flip charts before the

?.mmmammoi. so it can become clutiered/chaotic.V

- Any other relevant answer related to the negative evaluation of flip

charts/white boards.
Sub max{6)
NOTE: Mark first FOUR (4) types of visual aids only.
(Max) (16)
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Ways to respond to feedback in a professional manner

- Robyn should stand up throughout the feedback session. W

- She should be polite/confident/courteous. NV

- Robyn should ensure that she understands each question/comment before
responding.\

- Listen and then respond.\\

- Provide feedback as soon as possible after the observed event. W

- She should be directhonest/sincere.NY

- Use simple language/support what she say with an example/Keep answers
short and to the pointAh )

- Robyn must encourage questions from the board of directors.\¥

- She should always address questions and not the person.

- Acknowledge good questions.\W

- Rephrase questions if uncertain. W

- Do not get involved in a debate, W

- Robyn should not avoid the question if she does not know the answer; but
rather refer it to the board of directors. NV

- She should address the full board of directors and not only the person asking
the question.\W

- Any other relevant answer related to ways to consider when responding to
feedback.

Max (10)

Recommendation for improvement of next presentation

-. Robyn should revise objectives that were not achieved.\W

- Use humour appropriately NV

- She should aiways be prepared to update/keep her information relevant. N

- Reflect on any problem/criticism and avoid it in future presentations.

- Any information that Robyn receives as feedback from a presentation shoutd
be analysed and where relevant, incorporated/used to update/famend her
presentation. W

- Reflect on the time/length of the presentation to addiremove content.\V

- Increase/Decrease the use of visual aids or replace/remove aids that did not
work well. ANV

- Reflect on the logical flow of the format/slides/application of visual aids. NV

- Any other recommendation related to how Robyn can improve on her next
presentation.

Max (8)

Conciusion

- A well-prepared presentation creates a.good impression and will attract
potential investors N .

- A good presentation promotes the image of the business/owner/
management.\Y

- Being professional during a verbal presentation and feedback/questions
session should contribute to the success of the sales pitch and Robyn may get
the contract.NV

- Any other relevant conclusion refated to presenting information :

Max (2)
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- Freedom of associatiom\V/

« An employer may not refuse employees to join the frade unjon of their
choice.y
» Any other relevant answer related to the right to freedom of association.
Sub max (4)

Free choice of a trade, occupation or professiom
« Every employee has the right to receive suitable trainingV for positions at
their place of work.V
s Any other relevant answer related to the right to a free choice of trade,
occupation or profession.
Sub max (4)

Labour rights/Freedom of assembly/Right to protest\v

e CTL may not discriminate against any employee who opts to follow the
correct process to strike/withhold labour./

« CTL should respect employees' membership to unions/taking part in legal
strikesV as long as the industrial action is within the law.V

e Any other relevant answer related to the right to freedom of assembly/the
right to protest.

Sub max (4}

Freedom of thought and religion\
e CLT may not prevent an employeen from practising his or her religion.¥
« TEmployees should be allowed to observev their religious holidays/given
time off.
« Employees should be allowed to practise their religiony without any fear.
e Any other relevant answer related to the right to freedom of thought and
religion.
Sub max (4)

Health care/food/water and social assistanceyy

« Employees should have accessV to clean water and sanitation at the
workplace.

e Some employers subsidiseV healthy meals/arrange for primary health care
services to be available on site.V

e CTL must promote the basic human rightsv, e.g. support workers living
with HiV/Aids/those affected by occupationally related fllnesses.y

« Any other relevant answer related to the right to health careffood/water and
social assistance.

Sub max (4)

Fair labour practicesVv

e CTL should pay fair salaries and wages.V

« They must adhere to the terms and conditionsV of BCEA.Y

« Any other relevant answer related to the right to fair labour practices.

Sub max (4)
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- Education and training/universal right to basic educationV

« Employees should be sentV for skills development training c_..oo.«m:..awmu\
o Coaching/MentoringV to prepare employees for managerial positions.V
« Every empioyee has the right to trainingV, including ABET training for
employees who have little formal education.V
« Any other relevant ariswer related to the right to education and
training/universal right to basic education.
Sub max (4)

Safety/Security and Protection/Life\

« Employees must work in a safe working environmentV free from hazardous
areas/products.y

« CTL should provide workers with profective clothing e.g. gloves and
footwear,V

e They should comply to legislationV such as the OHSA/COIDA, ete.V

e CTL should take precautionary measuresy to ensure employees and their
belongings are safe in the workplace.V

o Any other relevant answer related to the right to safety and protection/life.

Sub max (4)

Freedom of slavery, servitude or forced labour\¥
« CTL should comply with legislation such as BCEA/Labour Relations Act
o No business should threaten/apply pressure on/intimidate an employee, ¥
to perform a specific act.¥
e Any othier relevant answer related to the right to freedom of slavery,
servitude or forced labour.
Sub max (4)

- Vote\

e CTL should ensure that their employees have time availableV to vote in
general elections.¥
o Any other relevant answer related to the right to vote.
Sub max (4)

Freedom of movement\y

« CTL may not prevent an employee from applyingv for any suitable position
at another office of the employerfat any other business.V

« Any other relevant answer related to the right to freedom of movement.

Sub max (4)
Chiidren's rights\W
« CTL may not employ childrenv of 15 years and younger.N
« Any other relevant answer related to children’s rights.
Sub max (4)
Copyright ..mww?ma Please turn over

|
|
;




JoA0 winy ases|d

MvButiohoar pue Buronpai ‘Bujsn-ai Aq ‘uonnjjod SSiuluiy -
[M\'$901N0S3I [einjeu Jsle Bupjoo) Aq UoREAISSUOD Sinjeu SI10WolY -
MM Posn ST e10jeq pase) og pinoys uopduNsuco UBWNY 10} JOTBAL -
M\ saibojouyos) Jsusalb pue Jeureo jo
4noAej uj sanbjuyos} uoponpoid Bupsye Aq paoeroid aq ueo sWUoHAUS By -
Mswiesboid sseuaieme [BJUSLUUOIALS Ul DSAJOAU] swooeg -
"038 ‘M\ISBM DIX0) JO Buidwinpyeisem Jo fesodsip eyes B's ‘senianoe ssaujsnqg
iIe U} palspisuod eq sAemle p|noys sensst [BIUSLULOIAUS JOUJ0 pue uopnjod -
MM IUSWIUOIAUS SU Jo ssuadxe ou)
1e pajelsusb jou ale spoid el os o} pessype aq pinoys suonenbal pue sme -
Yi[esy uewny sjowold pue JUSWIUOCIIAUS By 19930.d 03 shepp
{01) xem
(8) xew gng
-eor|dyiom
B3 Ul onss] AsIoAp & se Aeaod 0} pelejel Jemsue JueAsiel Joyio Auy -
Mvsesodind Ajefes oy seskojdwe o) suwoyun ool Addng -
MV sesiwsid sy} Uo senjioe) USsIUBY/S|BSW POSIPISGNS Jeyo -
Mvsioefoud 18D
§;ssousnq e jo ped Se seuUNWWoD [800] woyy sjdoad paAojdweun swos ues] -
M\ SeRIUNWLWD [eoo] Wwol) ejdoed pakojdwaun eiow uiel; o}
SVL13S woiy panedal sjuelb esnyeidoad pakojdwsun toy sdiysieutes) Josuodg -
MW
JewNsuoS psyguapl sy 10} slgeploye eie sponpoid Jo seoud sy Jey) einsug -
M\ PRISpUSIH[aM SOOIAISS o) SoBAojdws piemey -
MviuswyousRl Lim [esp 0) Sjqe 94 Ued Aoy 12y} 08 sesholdws jje uel] -
MAssauIsng e Jo sewwerboid
Buiuren oy (13gv) Buluei pue uoneonp3 oiseq ynpy Bunerodioou)
Aq pajeonpe eq 0} souByd & sienpiaipu) pebejueapesip Ajsnomad s -

MysnIE)S
/spunoibyoeq 2lWoUcs9-0100s Jusiep woly ojdoad Aojdws pinoys 115 -
Aysnoy
(8) xew gng
‘aoe[dyI0M

SU} Ur enssi AUSISOAIP B SB Jepush o} peje[el Jemsue Juens|el Joylo Auy -
[M\'SSoUSPIoUl JUSWISSEIRY [BNXSS UIM [2sp AlsAnosyT -

Mvsepiunuioddo

uewAojdws Jayjo/uonowoid/uonesunuias o preBal yum soedyiom
|U Ul soueyo Jrey e sesAo|duwe sfews) Buusyo Aq uonoe SAleWILe eonponu| -
MAulige pue sjipis uo paseq eq pjnoys uojowold -
M\ USLLOM Jo Jusuismodue D1Wouo9 a1 sejowold 3999 -

Meoe|diiom ey Ul

sepiunyoddo [enbe 0} sse00E aAByUSLLIES [2Nbe SAIRO0! pinoys uswom pue
uswijeyy sejejs pue uoneuiuLosip Jepush spigio) 1oy Aunbg weswAodwg sy -
M\ USWOM puz usw yioq sjowoid pinoys siopedp 11D -
MV eoRId© oM Sy} Ul JUsSUnea [enbs o} penus ale Solews) pue sseiy -
JMSS[eWs) pue sofeww Yioqg Aojdws pinoys 119 -
lapusg
soedyiom ayy ul Appeaod pue Jepueb yum Buljesqg

WINPUBIOWS — SN
S10zZ fequeroN/Igd (6]

pentesal JybuAdon

Solpnig ssauisng

JBA0 UIn} ases|d

(o1) xew
“ooe|dyIom au} Ui ANSIBAID JO enfeA 0} psijejal lemsue jueAg|el Jouio Auy -
J\'sJdU0ISNO si0W 1oemye pue pobew
d1gnd pool e eey 0} Aoyl SI0W S18 SOIOPUOM SSISAID € UM sesseuisng -
M slswnsuoo Ajsnes/spesu Jawoisno esiubooail
01 9jqe Jepsq sio0jai8) are pue asdnolb snouea Jussaldes seehojdwig -
6 Meuop sBuiyy bumeb
1o sAem panoidwi pue mau uo )S1Bgep seje|nuns S2I0DLIOM POLISIOAIP Y -
Msseuisng
ay} 0} seAndadsiad Jusisyp Buuqg ues Aspunoibxoeq Jusisyip woiy seskoldwy -
Mooeidiom sy
Ul Ayisionip abeuew Asyy moy uo Jsessaulsng ejenjeas ABuisealoul siswolsny -
Mlepusiod |0y Jeuysiy ye uuoped o1 eskojdws
Kisns semoduis jseonoeId/seloljod s)i 18} sInsus sesseusng esIeAl] -
MAyngeold seaociduiyesuss
ssauisng poofB sexew pSISAIP BulessuoWwop/ssoUBISLIp JO inyoedsas Bueg -
"SOOIAISS JeyISq Jepual ued
Aoy se Nebejuenpe eannedwios e sesseuisng snib ues SVIOPIIOM POUISIBAIP Y -
M Poo)siepun/peldesoe/paioadsel
|oe} Asy) esnedeq Asseuisnq suj o3 Ajjeho] Jejesib sjensuowep seafoldwy -
MUOCHBAOW pue Sjeiow AseAosdwl e210pOM oy} Ul Ausienlq -
\"OOUBISYIP JO SBUI| SSOIOE S}EDIUNLILLOD
PUE J0SUUGO 0] Uies| pue pISIBAIP S J8U10 Yoes anjea ssefojdwg -
M SIeNJBL OSISAIP S]eAlno/ajeAcuL]
/swisjgold aAjos 0) Assauisng e jo Aujge ey seaosduw Aysienip SOIODUOAN -
B2I0{IOM 2SISAIP B JO sjyeusqoedull sARISO4

(91) xepy
"Ajuo syybu (g) IAI 1S3 oy RN :Z1ON
(¥) xew gng
“Hnoj/suonnisul
Inoge] $se00e 0} WBU B} O} peiejel Jemsue JUBASISl J8U10 AUy e
['SSIndsIp Unoge] Aue SAJ0SO1 10U PIP 1D YIM SUOISSNISIP JI ‘ABouE)SISSR
10} 1noj InoqeviND D Ui o Aldde o1 3yBu ouy eey seefoidwg e
MHNOD/SUORNIISUI INOYET 0} SS229Y -
(¥) xew gng :
"alf [RIN}iNo UMo Ui sjedioniedeBenbue] umo
disLy esooyo 03 seshojdws Jo B sy 0] pejejel Jemsue JUBASlRI JOUI0 AUY e
Meoe|diiom
8y} ul Aistenip yum Buijesp pAoljod pejlejep & sagy plnous 110 e
MAlenbs pejess e )soohojdws [ejey einsus isnw Asy] e

Neoloyd
ebenbuey/jeinyno s,eshojdws Aue jsurebe MeleullLosSIp J0U ABW 1D e
6 Mo [edn3ino umo ui sjedionred/ebenbue] umo unok ssooyo oy wopsaiy -

WNPUBIOWSN — DSN
S10Z JequeroN/agq 534

pansesal 1ybuAdon

€6

SoIpnIg sseuisng




Business Studies 51 DBE/November 2015
NSC — Memorandum

- Reduce consumption of goods/services which are environmentally
unifriendiy. NV

- Register/Engage with recognised institutions/bodies that promote green
peace. W

- Physical working conditions should always be worker friendly, safe and
promote occupational health.\Y

- Physical working conditions, e.g. adequate lighting/ventilation should be
available and functional W

- Machines must be serviced/maintained ﬂm@c_mlu\.i

- Educate peopie about hygiene issues. NV

- Encourage employees to do regular health checks.\W

- Any other relevant answer related to ways that CTL can implement to protect
the environment and promote human health.

NOTE: No Sub max for environment and human health.

Max (10)

9.6 Conclusion

- Businesses should effectively deal with diversity to avoid bias/racism/
stereotypes in the workplace.\W

- Businesses can achieve inclusivity by promoting equality, respect and dignity in
the workplace. NV - . .

- Businesses should assess, control and address all the physical, chemical and
biological factors in the environment.\W

- Any other relevant conclusion related to human rights/diversity and-
environmental issues in the workplace.

Max (2}
[40]
BREAKDOWN OF MARK ALLOCATION
Details ] Maximum Total
Introduction ] 2
Five human rights in the workplace 16
Value of diversity 10
Ways to deal with gender and
. . 10 Max
poverty issues in the workplace 32
How to protéct the environment
and promote a healthy working 10
environment. )
Conclusion i ] | 2
INSIGHT
| Layout 2
Analysis, interpretation 2
Synthesis 2
Originality/Exanmples 2

LASO — For each component: -

Adlocate 2 marks if all requirements are met.

Allocate 1 mark if only some of the requirements are met.
Allocate 0 marks where requiremenits are not mef at atl.
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QUESTION 10: BUSINESS OPERATIONS (QUALITY OF PERFORMANCE)

10.1  Introduction

- Total quality relates to products that totally satisfy customers' needs and
expectations in every respect on a continuous basis.¥

- Quality is often monitored/promoted by quality dircles.V

- Business functions and employees' activities must be properly managed to
ensure quality goods and services.V

- Quality management should not just be an inspection process, but become part
of the culture of the business.Y

- TQM is an integrated system and methodology applied throughout the
business. Helps to design, produce and provide quality products/quality service
to customers.y

- Any other relevant introduction related to total quality management (TQM) and
quality circles.

Max (2)

10.2  Impact of the elements of TQM on large businesses

10.2.1 Total client/customer satisfaction

Positives/Advantages

- Large businesses use market research/customer mc?mﬁi to measure/
monitor customer satisfaction/analyse customers' needs.¥

- Continuously promote a positive company image.V

- May achieve a state of total customer satisfaction, if businesses follow
sound business vﬂmomomm)\ that incorporate all stakehoiders.

- Strive to understand and fulfil customer expectationsV by aligning cross-
functional teams across critical vSowmmmw.)\

- Ensures that cross-functional teams understand its core ooBumﬁw:omow)\
and develop/strengthen it.V .

- May lead to higher customer 66:@03\_8&3)\ and businesses may be
able to charge higher prices.¥

- Businesses may be able to gain accessv to the global market.¥

- May lead fo increasedy .83nmzmé:mmm\namﬁmz_5\.4

- Any other relevant answer related to the posifives/advantages of total
client/customer satisfaction.

AND/OR

Negatives/Disadvantages

- Employees who seldom come into contact with customersv often do not
have a clear idea of what will satisfy their needs.V

- Monopolistic companies have an increased bargaining power\ so they
do not necessarily have to please custorners.

- Not afl employeesy may be involved/committed to total client
satisfaction.¥ ’

- Any other relevant answer reiated to the negatives/disadvantages of
total client/customer satisfaction.

Sub max (10)
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Business Studies 55 DBE/November 2015
NSC — Memorandum

- Measure the gaps between customer expectations and their actual
experiences so that problems regarding quality of products/services can be
diagnosed and addressed. WV

- Make adjustments and changes to products/services based on feedback
received from customers. vV

- Use aggressive advertising campaigns to sustain the market share.\V

- Any other relevant answer related to the contribution of the quality of
performance of the marketing function to the success of the business.

NOTE: Mark the first FIVE (5) only.

Any (5 x2) (10}

105 Conclusion
- Ajthough quality is important in both small and large businesses, large
businesses are more fikely to have a formal quality control/management
systems that functions well. NV
- ltis important that large businesses have proper systems for managing quality,
e.g. TQM, quality circles\W, etc.
- Any othér relevant conclusion related to total quality management, quality

circles and marketing function. Max (2)
[40]
BREAKDOWN OF MARK ALLOCATION
Details Maximum Total
Introduction ] 2
Impact of TQM on large ] 24
businesses
Benefits of a good quality 12 Max
management system 32
Quality of performance of the 10
marketing function
Conclusion 2
INSIGHT
Layout 2
Analysis, interprefation 2
Synthesis 2
Originality/Examples 2
TOTAL MARKS 40

LASO - For each component:

Allocate 2 marks if all requirements are met.

Allocate 1 mark if some requirements are met.

Allocate 0 marks where requirements are not met at afl.

TOTAL SECTION C: 80
GRAND TOTAL: 300
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