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INSTRUCTIONS TO CANDIDATES:

Candidates must answer all parts of section A and any two questions from section B.

Calculators can be used and all working must be shown.
Graph paper to be supplied


Section A
Question 1
Austin & Webb Ltd maintain the IT system for a large multi-national company.  Recently, they have come under pressure to improve their performance and the company has decided to use Pareto Analysis to enable it to target resources in the correct areas.  Using the data below complete the following tasks.

	Defect
	Frequency (f)

	Password errors
	208

	Software failure
	19

	Computer down
	53

	Internet access
	65

	Server problem
	10

	Network problem
	12

	Projector issue
	6

	Log on issue
	8



a) Construct a Pareto diagram.  (12 marks)

b) Comment on your findings from the Pareto Chart.  (6 marks) 

c) Quality can be defined in many different ways.  Discuss three ways in which quality can be defined using examples to support your answers.  
(12 marks)
d) A product or service is often defined as a bundle of benefits.  Discuss the typical benefits that a customer could expect from a product when having new projectors installed in their meeting rooms.
(10 marks)



Section B
Question 2
In modern businesses the effective handling of change is vital to success and competitiveness of the business.

a) Discuss the consequences of badly handled change management
(10 marks)

b) Explain with the use of examples what factors are often associated with driving change in organisations
(10 marks)

c) Explain what are often barriers to change in organisations and how can they be overcome.
(10 marks)

Question 3
Marketing covers a wide range of disciplines within an organisation and is a vital part of any business.

a) Describe what marketing is and the range of activities it covers
(10 marks)

b) In marketing it can be argued that there are a number of key areas or all areas are equally as important.  Three such areas are market segmentation, market targeting and market positioning.

(i) With use of examples to support your answer discuss the various ways in which companies can segment their markets and target their customers.
(14 marks)

(ii) Describe what is meant by market positioning
(6 marks)


Question 4
Westwood Engineering provides a range of welding and fabrication services.  The company has just received an enquiry for fabrication of 20 small cylinders.  It is estimated that each cylinder will take 8 hours of direct labour and require £525 of materials per cylinder.

The business expects to incur the following costs during the next month.

Indirect labour costs			£12,000
Direct labour time			    8,000 hours
Depreciation of equipment		£4,000
Rent and rates			£6,000
Direct labour costs			£80,000
Heating and Electricity		£5,000
Indirect materials			£800

Determine the following:

a) The full cost of making the cylinders
(14 marks)

b) The company wishes to make 40% profit on the order.  Using the answer from (a) calculate the final price the company should quote for the job.
(4 marks)

c) Discuss the advantages and disadvantages of using of profit centres within a company
(12 marks)



Question 5
Rosewood Electronics produce a range of medical equipment.  In 2013 they have budgeted to sell 45,000 units of their new hand held pollen monitors despite the fact that they can make 60,000 units.  Using the data below

Fixed Costs			£550,000
Selling price per unit	£83
Variable costs per unit	£45

a) Calculate the break-even point.
(4 marks)

b) Draw a break-even chart showing the firms current position.
(6 marks)

c) Calculate the profit if out output falls to 70% of current capacity.
(7 marks)

d) Explain how contribution analysis can be used to determine if a product making a loss shown be withdrawn or not.
(9 marks)

e) Define what is meant by direct and indirect costs using examples to support your answer.
(4 marks)
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