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Instructions for Section A 

Answer all questions in the spaces provided. 

SECTION A  

 
Question 1 (10 marks) 

Music Fix is solely owned and operated by Larry Dukic and focuses on repairing musical 

equipment. 

 

a. Identify the type of business that Music Fix is.       1 mark 

 
 

 

 

 

 

 

b. Describe the elements of the operations system of a service business such as Music Fix.  

             6 marks 
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c. Propose and justify one quality strategy that could be used by Larry to improve the operations 

of his business.           3 marks 
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Question 2 (18 marks) 

Travel Now Ltd is a travel agency that aims to provide an optimum service at competitive prices. 

In February, its main office was relocated to a regional town to reduce costs. Owing to the new 

office also being smaller, less employees are now required. Data from the following key 

performance indicators has been collected. 
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a. Analyse how two of the above key performance indicators were impacted following this 

relocation.            6 marks 

 

Key performance indicator: ____________________________________ 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Key performance indicator: ____________________________________ 
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b. Evaluate how an increased investment in technology from Travel Now could ensure success 

with the other key performance indicator.        5 marks 
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c. Compare resignations to redundancies as methods of termination during this relocation.  

             4 marks 
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d. Explain why it is important for key performance indicators to be evaluated after the relocation.  

             3 marks 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

Question 3 (6 marks) 

Using a contemporary business case study, describe how one performance management strategy and 

Maslow's Hierarchy of Needs theory could be used to improve employee commitment. 
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Question 4 (10 marks) 

Analyse how one driving force and one restraining force could impact a business that is trying to 

introduce lean production techniques, and how such forces could be successfully managed to ensure 

effective business change. 
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Question 5 (6 marks) 

Describe how the following materials strategies can contribute to business effectiveness:  

 

Just In Time  

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

Materials Requirement Planning 
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SECTION B – CASE STUDY 

 

 

 

 

 
Case Study 

 
Fabulous Furnishings Pty Ltd is a business that has been selling a variety of products including sofas, 

beds, tables, and chairs since 2010.  

 

In 2019, the CEO Fran Jennings introduced an employee incentivization program in an effort to 

increase levels of customer satisfaction with their in-store experience. This was done in response to an 

increase in customer complaints. This incentivization program involves: 

 individual employees being given a 5% commission from all sales derived from customers referred 

to the store by them 

 an overall 2% profit sharing arrangement, which is equally distributed to all employees.  

 

In January 2021, Fran Jennings undertook a review of this program by undertaking staff surveys.  

 

 
 

 

 

Employees were also given the opportunity to write down the reasons for their views. A selection 

of such views are reproduced below: 

 

Employee 1: 
“I think it is great that I am given the opportunity to earn commissions on top of my base salary. It 

would be better though if the commissions were slightly higher, considering my salary is only 

slightly higher than the award rate.” 

 

Employee 2: 
“The whole profit-sharing arrangement has put me off from putting much effort in. Since the profit 

sharing involves all employees equally benefiting, irrespective of their efforts, what is the point?” 

 

Employee 3: 
“There needs to be more oversight about how commissions are organised. A fellow employee took 

credit for a person I referred to the shop, and despite my complaints, nothing has been done to fix 

this.” 

Instructions for Section B 

Use the stimulus material provided to answer the questions in this section. Answers must apply to the stimulus 

material. Answer all questions in the spaces provided. 
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Question 1 (7 marks) 

a. Define the management style being used at Fabulous Furnishings.     2 marks 

 
 

 

 

 

 

 

 

 

 

 

b. Evaluate the usefulness of this management style for increasing customer satisfaction with their 

instore experience.          5 marks 
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Question 2 (3 marks) 

Explain one strategy that can be used to develop a positive corporate culture at Fabulous Furnishings. 
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Question 3 (5 marks) 

Compare performance related pay to another strategy for increasing employee motivation at 

Fabulous Furnishings. 
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Question 4 (6 marks) 

Analyse how Fran could have used two principles of Senge's Learning Organisation theory when 

planning the employee incentivization program. 
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Question 5 (4 marks) 

Describe how grievance procedures could be used at Fabulous Furnishings. 
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Extra space for responses 

Clearly number all responses in this space. 
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