GCSE Applied Business

Unit 2 – People & Business

The role and importance of stakeholders

Task A – Checklist


1. Define the term ‘stakeholders’

2. Using a spider diagram, identify the stakeholders of Tesco.

3. Using the stakeholders identified above (at least 6) explain what each stakeholder wants from their relationship with Tesco? Also explain what Tesco wants to get out of their relationship with the stakeholders. 

4. Using a pyramid shape, place the stakeholders in the pyramid according to their influence/power within the organisation. 

5. Using the stakeholders in the pyramid explain how much influence each one has i.e. how can they try to influence what your chosen company does? How does the company respond to these demands?
6. Explain how the stakeholders and your chosen company sometimes have a clash of interests. For example suppliers will want to charge as high a price as possible while your company will want to pay as little as possible.  Suggest how Tesco or the stakeholder might resolve these clashes.  



Customer Service &

Consumer Protection

Task B checklist

1. Define customer service

2. Explain the difference between internal and external customers

3. Explain why good customer service is so important for your company and what will happen if the service is poor.
4. How does Tesco manage the factors listed below to ensure good customer service

a. The products

b. The staff

c. The premises

d. Delivery

e. After-sales care

5. Identify how Tesco measures customer satisfaction and collects feedback (including using ICT).  

6. Describe the following legislations and explain how Tesco abides by these:

a. Health & safety at Work Act 1974

b. Sale of Goods Act 1979 & 1995

c. Supply of Goods & Services Act 1982

d. Trade Description Act 1968

e. Data Protection Act 1998

7. Why do these laws need to exist i.e. how do they protect the customer?

8. Identify and explain how Tesco uses ICT to find out about the needs of customers.  

9. Design a survey to examine the effectiveness of Tesco customer service using the headings in question 5.

10. Based on your survey findings make recommendations about how the service can be improved especially using ICT.  

Job roles & Working arrangements

Task C checklist

1. Draw/acquire an organisation chart of Tesco
2. Describe the organisational chart i.e. tall/wide, hierarchical or not, spans of control and levels of authority.  
3. Explain the contents and purpose of a job description

4. Write out a job description for 3 jobs within Tesco’s (one must be senior management, one middle management and either one operative or support staff, all within the same area:

a. Senior Managers (store managers, duty managers etc)

b. Middle Managers (Manager of fresh food, manager of home and leisure)

c. Supervisors

d. Operatives

e. Support staff (e.g. admin, cleaners, security etc)

5. Explain why the above working arrangements are suitable for the roles above.   

6. Explain how communication is affected by the organisational structure type.  

7. Evaluate whether the organisational chart is suitable for enabling employees to work together.  Suggest and justify other structures that may be suitable.  

8. Suggest and justify other working arrangements that may now be suitable for Tesco.   

Employee Recruitment & Training

Task D checklist

1. Download the job description/vacancy.
2. Write a letter of application and CV to apply for the job selected.
3. Using a flow diagram, along with an explanation to support each stage, identify the recruitment and selection procedure within Tesco.  Include why each stage is important.  Use following link for more info on each stage: http://www.thetimes100.co.uk/theory/theory.php?tID=266 

3a. Explain why a recruitment process is important for Tesco – include: makes it fair to everyone, legal and ethical, efficient (planning to avoid mistakes) and so best candidate is appointed. 

4. Explain how Tesco’s must abide by: Equal Pay Act, Sex Discrimination Act, Race Relations Act and Disability Discrimination Act when recruiting and selecting people. 

5. Describe the training you might receive if you were appointed.  Explain the purpose of the training you may receive.  

The following websites will help you with the first part of this question:

· http://www.tutor2u.net/business/gcse/people_training_introduction.htm
· http://www.thetimes100.co.uk/theory/theory.php?tID=266
· http://www.tutor2u.net/business/gcse/people_training_types.htm
6. Explain how your application relates to the job description/person specification.  

7. Suggest any training that Tesco’s could offer in the future to help you in your new position.  

8. Evaluate and recommend changes to the Tesco Recruitment and Selection Procedure that meet Tesco’s need to attract the highest calibre of applicants and fairness in the whole system. 
9. Assess your performance so far on the course using the appraisal form.  
Employee & Employer Rights

Dealing with Disputes

Health & Safety

Task E – Checklist

1. Explain how Tesco abides by the following laws:


a. Equal Pay Act 1970

b. Sex Discrimination Act 1975

c. Race Relations Act 1976

d. Health and Safety Act

e. Disability Discrimination Act 1995

f. Workplace Regulations 1992

2. Complete a Risk Assessment for one of the scenarios for Tesco.

3. Using a spider diagram, identify the health and safety risks within Tesco.  Using some of the photo’s provided, describe how Tesco protects the health and safety of its employees.  

4. Using any of examples on the guidance sheet, describe the procedures for dealing with the dispute.  Use a flow chart and explanation of each stage to describe what would happen and who would be involved using the following institution/practices:

a. Using internal grievance procedures
b. Via trade unions or staff associations 

c. Through Employment Tribunals

d. Through arbitration services e.g. ACAS

e. The European Court of Justice
5. Explain the role of Tesco’s Trade Union i.e. what they do and how they help employees.  
6. Using the accident book and your knowledge of Tesco’s health and safety procedures, evaluate how well Tesco protects its employees. Outline the problems associated with disputes and health and safety issues i.e. time, cost, bureaucracy, lack of knowledge, lack of evidence, no benefit to either side.  
7. Using the Tesco Industrial Dispute Case, outline the area of conflict between Tesco and the Employee.  Explain why this may of occurred and how they could possible resolve the issue.  

8. Based on the above case, evaluate how well both the Trade Union and Tesco dealt with the case.  Make recommendations on the industrial dispute procedures.  

You must include examples, references, quotes from websites etc to score more than 5 out of 10











For all Tasks (A-E) you must include examples relating to the company you are examining.


The text in bold MUST be done if you want to get a C or above.


The other tasks must be done in detail for you to get the opportunity of a C or above





Remember – You should know what you need to score on this assignment to reach your target grade because you already have an a grade for your first piece of coursework and your exam.





You should be using examples from within your chosen company if you want to get the higher grades








