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FREE SAMPLE: THE FIRST 3 QUESTIONS

TEST PAPERS HUB - N
OT FOR RESALE OR REDISTRIBUTION

ANSWER THE QUESTION
28 marks in all

Answer ALL parts. Write in full sentences. In parts (a) to (c) choose the business supplied or a large
business you have studied (in part (d) use a large business you have studied), give examples from it,
and link your explanations to the effect on the business (sales, costs, profit, reputation, staff). Explain
means give the what and the reason why; fully explain means also show how it could affect the
business’s goals; justify means weigh up an alternative and give evidence for your decision. All
businesses and figures are made up for practice.

Question One (28 marks)

(a) Background information

Pōhutukawa Packaging is an Auckland manufacturer of cardboard boxes with 60 staff. Its
machines cut and fold cardboard at high speed, so staff safety is a priority for the managers.

You may choose EITHER Pōhutukawa Packaging OR a large business (more than 20
employees and/or with regional or national significance) operating in New Zealand that you
have studied in depth. You may integrate any relevant Māori business concepts into your
answers.

(i) [2 marks] Using an example from the business you have chosen, explain the difference
between a policy and a procedure.

(ii) [2 marks] Explain why it is important for the business to follow its policies and procedures,
and how this could positively impact the business.

(iii) [3 marks] Justify whether the business should have strict, detailed procedures or allow staff
to use their own judgement. Refer to staff safety and the cost of lost production in your answer.

[7 marks]

(b) Background information

Southern Lights Contact Centre has 120 staff in Invercargill who answer calls for banks and
power companies. The company must keep customer satisfaction scores high to keep its
contracts.

You may choose EITHER Southern Lights Contact Centre OR a large business (more than 20
employees and/or with regional or national significance) operating in New Zealand that you
have studied in depth. You may integrate any relevant Māori business concepts into your
answers.

(i) [2 marks] Identify a leadership style that suits the business you have chosen and explain
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WORKED SOLUTIONS
Answers & worked solutions

ANSWER THE QUESTION

Question 1 (28 marks) [Internal operations of a large business]

(a) Background information Pōhutukawa Packaging is an Auckland manufacturer of cardboard boxes
with 60 staff. Its machines cut and fold cardboard at high speed, so staff safety is a priority for the
managers. You may choose EITHER Pōhutukawa Packaging OR a large business (more than 20
employees and/or with regional or national significance) operating in New Zealand that you have studied
in depth. You may integrate any relevant Māori business concepts into your answers. (i) [2 marks] Using
an example from the business you have chosen, explain the difference between a policy and a
procedure. (ii) [2 marks] Explain why it is important for the business to follow its policies and procedures,
and how this could positively impact the business. (iii) [3 marks] Justify whether the business should
have strict, detailed procedures or allow staff to use their own judgement. Refer to staff safety and the
cost of lost production in your answer.

(a) Answer: (i) A policy is a general rule that guides what the business will do, for example
no worker may clean or adjust a machine while it is running. A procedure is the detailed
step-by-step instruction for carrying the policy out, for example the worker switches off the
machine, locks the power switch with a personal padlock, attaches a tag and tests that the
machine will not start before cleaning. (ii) Following the policy and procedure matters
because the risk of workers being injured by moving parts is reduced. As a result, the
company has fewer injuries, less lost time and lower costs, and it avoids penalties under
health and safety law. (iii) For Pōhutukawa Packaging, it is better to have strict, detailed
procedures: an injury on a machine can be serious and costs the company in lost time, so
the steps must be exact and checked every time. Allowing staff to use their own judgement
is less suitable because if workers judged for themselves when a machine was safe to clean,
a rushed worker might skip the lock and be hurt. Judging by staff safety and the cost of lost
production, strict procedures are more appropriate.

• Evidence level: Excellence (explains policy and procedure with an example, links following them to a
business outcome, then justifies with two criteria and a rejected alternative).

• Achievement evidence (explains): A policy is a general rule that guides what the business will do, for
example no worker may clean or adjust a machine while it is running. A procedure is the detailed
step-by-step instruction for carrying the policy out, for example the worker switches off the machine,
locks the power switch with a personal padlock, attaches a tag and tests that the machine will not start
before cleaning.

• Merit evidence (fully explains): A policy is a general rule that guides what the business will do, for
example no worker may clean or adjust a machine while it is running. A procedure is the detailed
step-by-step instruction for carrying the policy out, for example the worker switches off the machine,
locks the power switch with a personal padlock, attaches a tag and tests that the machine will not start
before cleaning. Following the policy and procedure matters because the risk of workers being injured
by moving parts is reduced. As a result, the company has fewer injuries, less lost time and lower
costs, and it avoids penalties under health and safety law.

• Excellence evidence (justifies): A policy is a general rule that guides what the business will do, for
example no worker may clean or adjust a machine while it is running. A procedure is the detailed
step-by-step instruction for carrying the policy out, for example the worker switches off the machine,
locks the power switch with a personal padlock, attaches a tag and tests that the machine will not start
before cleaning. Following the policy and procedure matters because the risk of workers being injured
by moving parts is reduced. As a result, the company has fewer injuries, less lost time and lower
costs, and it avoids penalties under health and safety law. For Pōhutukawa Packaging, it is better to
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have strict, detailed procedures: an injury on a machine can be serious and costs the company in lost
time, so the steps must be exact and checked every time. Allowing staff to use their own judgement is
less suitable because if workers judged for themselves when a machine was safe to clean, a rushed
worker might skip the lock and be hurt. Judging by staff safety and the cost of lost production, strict
procedures are more appropriate.

KEY TAKEAWAY
A policy says WHAT the business will do; a procedure says HOW, step by step; link both to a business
result.

(b) Background information Southern Lights Contact Centre has 120 staff in Invercargill who answer calls
for banks and power companies. The company must keep customer satisfaction scores high to keep its
contracts. You may choose EITHER Southern Lights Contact Centre OR a large business (more than 20
employees and/or with regional or national significance) operating in New Zealand that you have studied
in depth. You may integrate any relevant Māori business concepts into your answers. (i) [2 marks]
Identify a leadership style that suits the business you have chosen and explain why it could be an
advantage to the business. (ii) [2 marks] Explain a disadvantage of this leadership style and how it might
affect employee motivation. (iii) [3 marks] Justify whether this leadership style is more appropriate for the
business than an autocratic style. Refer to customer satisfaction and staff motivation in your answer.

(b) Answer: (i) The style identified is democratic. It could be an advantage because team
leaders ask staff what makes calls go well, so the company finds better ways to answer
customers, and staff feel part of the team. (ii) A disadvantage is that consulting every team
takes time, so changes to scripts are slow. This could affect employee motivation: staff
whose ideas are not used may feel ignored, which could reduce their motivation. (iii) An
autocratic style would give faster decisions, but staff who deal with customers every day
know what works, and using their ideas lifts satisfaction scores that the contracts depend
on. Judging by customer satisfaction and staff motivation, a democratic style is more
appropriate than an autocratic style for Southern Lights Contact Centre.

• Evidence level: Excellence (identifies a style and its advantage, explains a disadvantage and the
effect on motivation, then justifies against another style using two criteria).

• Achievement evidence (explains): The style identified is democratic. It could be an advantage
because team leaders ask staff what makes calls go well, so the company finds better ways to answer
customers, and staff feel part of the team.

• Merit evidence (fully explains): The style identified is democratic. It could be an advantage because
team leaders ask staff what makes calls go well, so the company finds better ways to answer
customers, and staff feel part of the team. A disadvantage is that consulting every team takes time, so
changes to scripts are slow. This could affect employee motivation: staff whose ideas are not used
may feel ignored, which could reduce their motivation.

• Excellence evidence (justifies): The style identified is democratic. It could be an advantage because
team leaders ask staff what makes calls go well, so the company finds better ways to answer
customers, and staff feel part of the team. A disadvantage is that consulting every team takes time, so
changes to scripts are slow. This could affect employee motivation: staff whose ideas are not used
may feel ignored, which could reduce their motivation. An autocratic style would give faster decisions,
but staff who deal with customers every day know what works, and using their ideas lifts satisfaction
scores that the contracts depend on. Judging by customer satisfaction and staff motivation, a
democratic style is more appropriate than an autocratic style for Southern Lights Contact Centre.

• Other styles are accepted if the answer is linked to the business in the same way.
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