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2025 VCE Business Management external assessment report
[bookmark: TemplateOverview]This report provides sample answers, or an indication of what answers may have included. Unless otherwise stated, these are not intended to be exemplary or complete responses. 
The statistics in this report may be subject to rounding, resulting in a total of more or less than 100 per cent.
Section A
Question 1a.
	Mark
	0
	1
	2
	Average

	%
	3
	20
	76
	1.7


This question required students to outline one clear difference between the terms ‘retirement’ and ‘redundancy’. There are several differences that were considered acceptable, including:
Retirement is voluntary and initiated by the employee, while redundancy is normally involuntary and is initiated by the business.
Retirement will often mean that the employee leaves the workforce entirely, while redundancy may mean that the employee seeks employment elsewhere.
Entitlements available differ based on the method of termination; a redundancy package will usually be available to a person who ends their employment through redundancy, while those who retire will not be entitled to a redundancy package as part of their termination.
Students are advised that outlining a difference between two things involves explicit reference to each term as points of comparison. For example, stating that ‘a difference is that retirement is voluntary’ is a descriptive statement about one term only and therefore is not a difference. 
It is also important to use the technical language of the study rather than informal terms such as ‘being fired’ or ‘resigning’. Students are encouraged to view each task as an instruction. Question 1a. required only an outline, or very brief description, of one difference between retirement and redundancy as means of employment termination. Some students wrote long responses with detailed definitions without responding to the task by pointing out a clear difference between the two. Responses that were written in this way were able to earn a maximum of one mark.
The following is an example of a high-scoring student response:
One difference between these two forms of termination is that retirement is voluntary whereas redundancy is involuntary. This is evident as those who retire choose to terminate their employment to leave the workforce entirely, whilst those who are made redundant do not usually choose to be redundant. Instead, it occurs due to insufficient work or the fact that their position no longer exists.


Question 1b.
	Mark
	0
	1
	2
	3
	Average

	%
	17
	23
	35
	25
	1.7


This question required students to describe one driving force that has led to the changes that were occurring at Doggy Dugout, the business described in the brief case study. To receive the full three marks, students needed to demonstrate an understanding of one driving force, explain the link or relationship between that force and the actual change occurring, and then provide a specific link to the business in the case study.
The most common error was the incorrect use of ‘pursuit of profit’ as a driving force for change in this instance. ‘Profit’ is equal to the revenue earned by a business minus the expenses incurred by that business. A significant number of students attempted to redefine this term to mean ‘any financial benefit received by the owners’. In seeking to sell Doggy Dugout, its owners were not specifically seeking to increase the profit of the business. On the other hand, students were able to refer to the owners’ desire to retire as a driving force to selling as this is explicitly referenced in the case study.
Students are encouraged to gain an understanding of how to make meaningful links between specific theory learnt in Business Management classes and case studies. Simply restating material from a case study is not explaining a link or application of theory. An effective link is made when the students are able to extrapolate additional information from the case study that is relevant to the theoretical knowledge they are presenting.
The following is an example of a high-scoring student response:
One driving force that supported the change at Doggy Dugout is competitors. As the business is operating in a highly competitive market, likely with many businesses that are bigger than them, this supported the owner’s plan to sell the business to a larger company. This would make it possible for the business to improve its market share and gain a competitive advantage over other businesses in the industry. This driving force would have promoted the sale of the business to a bigger company in an attempt to improve the various KPIs that are measures of success for this business.
Question 1c.
	Mark
	0
	1
	2
	3
	4
	Average

	%
	5
	11
	31
	33
	20
	2.5


Students were required to explain both one advantage and one disadvantage of using high-risk strategies to overcome employee resistance to change. 
It was common for students to overlook the plural (‘strategies’) in the task and focus their response on just one strategy. Many students did not incorporate the final few words of the task into their response; they needed to explain the strengths and weaknesses of this approach specifically when seeking to overcome resistance to change. 
Students need to demonstrate a breadth of understanding in their response to these types of questions. For example, many students argued that these strategies might be effective in the short term as an advantage, but then simply argued that the disadvantage is that they are unlikely to be effective in the long term. This was seen as ‘double dipping’. These response types were not able to access more than half of the marks available because students had effectively reversed their initial statement and then repeated it.
The following is an example of a high-scoring student response:
One advantage of using high risk strategies is that it has the short term positive outcome of immediate compliance. Typically, threatening or manipulating employees by either implying negative consequences or sharing selective information encourages employees to comply quickly. This saves time and may be beneficial in critical situations where a business requires employees to quickly overcome resistance and support change.
However, one disadvantage is that high risk strategies can destroy the manager–employee relationship. Employees may feel betrayed when they are threatened or manipulated and no longer trust the management. This can damage corporate culture and even create more resistance to change as employees no longer feel connected to the business in a positive way.
Question 2a.
	Mark
	0
	1
	2
	3
	Average

	%
	15
	39
	37
	9
	1.4


Students were asked to describe the specific way the manager had used the skill of decision-making at the Pilates studio that was the subject of the case study. Students were expected to identify that Sam (the manager) had specifically used a persuasive management style; the choice of management style has a direct impact on the manner in which the skill would have been applied.
Students were required to demonstrate an understanding of the management skill of decision-making and link this to the persuasive management style. Finally, they also needed to provide context that makes this relevant to the business in the case study.
Many responses went beyond the scope of the task. Rather than describing the process, students often chose to evaluate the way in which Sam might have used decision-making, or stated their opinion about the actual decision that was made – neither of which was required. Careful reading of the task would have guided students to understanding the explicit requirements of the task.
The following is an example of a high-scoring student response:
Decision making is the skill of having a goal or objective and making a selection from a range of alternatives to try and achieve that goal. Sam has used this by recognising that costs could have increased due to wages or salaries for her instructors, thus she had to make the decision to change the roster and reduce the number of hours of work for most instructors. As a persuasive manager, Sam would have used a centralised decision-making process. 
Question 2b.
	Mark
	0
	1
	2
	3
	Average

	%
	17
	21
	45
	17
	1.6


Students were required to describe one dispute resolution process that might have been used within the case study. Students were able to write about any form of dispute resolution in their response. Mediation and arbitration were the most common types of dispute resolution processes applied to this question by students.
Some responses lacked clarity about the different ways workplace disputes can be solved. For example, it was common for students to write about mediation but then state that this would always lead to a binding outcome. While this is true of arbitration, mediation will only lead to a binding outcome in certain, specific circumstances.
Although alternative forms of dispute resolution were accepted (such as conciliation or working with a member of the Human Resources team), teachers are encouraged to ensure that students have a meaningful understanding of the key terms that are introduced in the Business Management Study Design. This includes both mediation and arbitration, which are listed under Unit 3, Area of Study 2 on page 18 of the study design.
The following is an example of a high-scoring student response:
One dispute resolution process that Perfecto Pilates may use to resolve the dispute at the pilates and yoga studio is arbitration. This is a dispute resolution process which involves an independent third party such as the Fair Work Commission hearing the arguments of the disputing parties and making a legally binding decision. The employees and the managers would each have an opportunity to speak about the impact of changing the rosters in a way that reduces overall working hours for staff. Arbitration is a more formal dispute resolution process which often takes place in a court-like setting with the aim of providing a final decision at Perfecto Pilates to resolve the dispute that is currently occurring.
Question 2c.
	Mark
	0
	1
	2
	3
	Average

	%
	13
	21
	44
	22
	1.8


Students were asked to propose and justify one strategy that could have been used to develop a positive corporate culture for the business in the case study. Responses were awarded full marks when a relevant strategy was clearly articulated and justified in the context of the case study prompt.
The command term ‘propose’ requires students to do more than simply state or name a strategy. A proposal requires demonstrating an understanding of exactly what the named strategy would entail. While significant detail was not expected, the response needed to be clear and explicit, featuring subject-specific terminology rather than simply stating a generic term (for example, ‘social gatherings’).
Several different strategies were acceptable responses for this task, such as:
team bonding activities
training and/or development for staff
creating a new mission, vision or values statement
changing the management style to one that is more inclusive
reward or recognition of actions aligning with the change desired.
While most students were able to name a strategy, fewer were able to explain how it would lead to a positive corporate culture. Most opted to simply describe a strategy and then assert that the culture would be improved without any relevant support for this assertion. To achieve a high score, responses needed to include specific actions that would work to align the real corporate culture with the official culture of the business in a positive manner. This alignment would make it more likely that organisational goals are achieved.
The following is an example of a high-scoring student response:
To improve the corporate culture, the manager at Perfecto Pilates could change from using a persuasive management style to using a consultative management style. Shifting from one-way communication would help staff to voice their concerns to Sam directly before decisions are made, helping to avoid lengthy disputes and building a culture of openness and honesty. Moreover, this would help staff to feel more valued so instead of being resentful, interactions would be more positive and inclusive, helping to build a culture that values trust and social relationships at Perfecto Pilates. The consultative management style’s centralised decision making would still allow Sam to retain authority while enhancing the quality of the decisions that are made, helping to build an innovative and positive culture.
[bookmark: gottohere]

Question 2d.
	Mark
	0
	1
	2
	3
	Average

	%
	12
	29
	40
	20
	1.7


Students were required to explain the importance of corporate social responsibility (CSR) considerations when implementing change. Students were expected to demonstrate an understanding of CSR and also provide an explanation of why these issues are significant during a period of change. This task did not specifically require students to provide a direct link to the case study, but many strong responses chose to use this approach.
While most students demonstrated a sound understanding of CSR considerations, many did not explain its importance during a period of change. For example, many students wrote about the potential impact on the reputation of a business. While this might be true, some students neglected to explain why this would occur. Fewer were able to contextualise this within a period of business change.
CSR is included in the study design and is expected to be explored in Business Management Units 3 and 4. Students should therefore be prepared to respond to a range of tasks referencing and considering CSR.
The following is an example of a high-scoring student response:
Corporate social responsibility (CSR) refers to a business’ commitment to going above and beyond their legal obligations to address social, environmental and economic concerns.
It is important to consider elements of CSR when implementing change as, for instance, Sam communicating the change to employees allows them to feel recognised by management and, despite the dispute, this could still ensure that employees have a greater understanding of the need for the new roster. This might increase their motivation and support for the change. Additionally, without considering CSR elements such as the local employment concerns of the general community by decreasing hours of work, businesses such as Perfecto Pilates will have a negative reputation. This could mean that the change fails or is viewed in a negative way.
Conversely, by demonstrating CSR considerations when implementing change, the change is more likely to succeed as key stakeholders will believe that their views have been considered. Therefore, CSR considerations are important when implementing change as they help to determine the way in which the change will be perceived. 
Question 3.
	Mark
	0
	1
	2
	3
	4
	5
	6
	Average

	%
	9
	10
	17
	25
	21
	12
	7
	3


For this question, students were required to analyse the importance of leadership in change management. Reference to a contemporary business case study was required. Strong responses incorporated at least two reasons why leadership is important during a period of change and highlighted how each was significant to at least one business that had been studied during the year.
Many students responded to both parts of the task, providing reasons why leadership was important and describing a period of change in a business that they had studied in class; however, many of those responses did not provide a link between the two.
A small percentage of responses used case studies that can no longer be considered contemporary; the study design states that a contemporary business case study must be one that has occurred in the last four years (see page 3 of the study design). Teachers must ensure that their resources are up to date so that the case studies they provide to students remain relevant. It is also important to note that case studies can refer to businesses from anywhere in the world, and students therefore do not need to be limited to events that happened in Australia.
The following is an example of a high-scoring student response:
In 2025 a new managing director of Kmart was appointed. In her new position she demonstrated the importance of leadership during a period of change management by positively motivating and influencing her employees towards the achievement of business objectives. 
In particular, she made sure to build a shared vision with her employees (which was to increase the net profit of the business from $11 billion to $20 billion) to unify the employee efforts in Kmart stores all across Australia towards achieving this objective. In doing so, she also facilitated ongoing communication with all store team leaders, establishing the strategic changes that she intended to implement. This included changing the layout of the stores to bring beauty and clothes to the front in order to attract new customers such as those in Gen Z. This was done through regular meetings and e-mails so that all employees were aware of both the changes and the reasons that the changes were occurring (the justification for the changes). 
She also provided ongoing support by encouraging collaboration and demonstrating genuine care for the wellbeing of employees, honouring their input as well. Ultimately by acting as an inspirational role model, her leadership helped to position Kmart for success during the period of change in the layout of the stores. She reduced employee resistance to change through open and honest communication as well as encouraging them to be empowered and get involved. This is why leadership is so important during change management – it helps to overcome employee resistance and ensure successful implementation.
Question 4a.
	Mark
	0
	1
	2
	3
	Average

	%
	5
	28
	43
	24
	1.9


The case study in Question 4 related to a business making and selling vegetarian meals. Students were required to explain why an increase in the level of wastage would be of concern to the business. To earn full marks, students were required to demonstrate an understanding of the key performance indicator (KPI) in the task. They also needed to explain why an increase in this indicator would be concerning and make a link to the business described within the case study.
This task required students to demonstrate an understanding about why changes in KPIs are tracked and assessed by business managers. The direction of the change was provided, so students needed to identify that this was a negative outcome for the business. There are a number of reasons that this might be true, including:
it might lead to increased costs (reducing net profit)
food may spoil (leading to health and safety concerns)
the overall efficiency of the operations system had not been optimised.
While there was no specific requirement to include a formal definition within this response, many students chose to do so. Students are advised that circular definitions should be avoided; for example, stating that ‘the level of wastage is a measure of the total amount of waste that occurs’ does not show that the term has been understood.
The following is an example of a high-scoring student response:
The level of wastage measures the number of inputs and outputs that are discarded by a business during the production process. An increasing trend in the level of wastage such as the vegan meals and the raw materials that go into the food is a concern for Ready VEG Meals as they are experiencing a loss in productivity when producing their range of meals. When Ready VEG Meals experiences reduced efficiency they are wasting valuable resources, including the time put into manufacturing the meals, which can impact the business’ performance. Ready VEG Meals may experience an increase in expenses associated with waste as the level of wastage goes up, further limiting the business’ ability to make a profit.
Question 4b.
	Mark
	0
	1
	2
	3
	4
	Average

	%
	27
	22
	28
	15
	7
	1.6


Students were required to explain how Total Quality Management (TQM) could be used to reduce the number of negative customer reviews. Responses scored highly when they included specific features of TQM and linked these features to effecting a reduction in the number of negative customer reviews. A specific link or causal effect was required.
There are many different features of TQM, including:
a focus on continuous improvement
ongoing awareness of the customer as the final user of the good or service
evidence-based decision-making to improve quality
commitment from all employees in the organisation to participate (for example, through the use of ‘quality circles’)
regular communication and updates from managers about relevant issues.
A significant number of students either wrote about quality in a general sense or described a system that seemed aligned with the processes for quality control (that is, regular checks after the product is made) rather than specifically about a distinct TQM program. One of the advantages of TQM is that it is a proactive approach; it seeks to overcome the challenges associated with quality control. Responses that were written in this way were awarded a maximum of two marks. This was true if the students were able to show a general understanding of the concept of quality and link it to a reduction in the number of negative customer reviews. 
Similarly, while most students understood the concept of quality, few were able to provide an explicit link to how ‘reducing the number of negative customer reviews’ was the result, which was an expectation of the task.
The following is an example of a high-scoring student response:
One feature of Total Quality Management is a focus on continuous improvement. At Ready VEG Meals this would mean that the business is always looking to find the best ingredients for the meals that they make. This will effectively help to reduce negative customer reviews, as customers will be more satisfied with the taste of the meals, particularly if Ready VEG Meals are focused on sourcing the freshest ingredients for their meals. Satisfied customers are less likely to complain, thus reducing the number of negative customer reviews. 
A second feature of Total Quality Management is consistent and complete commitment from all the employees. At Ready VEG Meals this could be achieved by ensuring that all employees feel comfortable making suggestions for ways in which operational processes could be improved. This could be done through the implementation of quality circles, where employees meet regularly to identify and solve problems related to their work. This could help to reduce negative customer reviews regarding the quality of their meals, as defects can be identified early on and eliminated before mistakes are made in the production process. 
Question 4c.
	Mark
	0
	1
	2
	3
	4
	5
	6
	Average

	%
	3
	6
	14
	22
	26
	20
	8
	3.6


This question required students to discuss the use of performance-related pay as a motivation strategy for the business. Responses were rewarded for outlining the strengths and weaknesses of this approach. Throughout their response, students were also required to be clear about the way in which this strategy could motivate people. Finally, given the wording of the task, a specific and relevant link to the case study was required.
A range of different advantages and disadvantages of performance-related pay were relevantly applied. The following table is indicative but not exhaustive of acceptable responses.
	Advantages
	Disadvantages

	It can lead to higher levels of employee engagement.
	It can lead to employees adopting a short-term focus.

	It will ensure that employee actions align with organisational goals.
	It can lead to high pressure and stress for employees.

	High-performing employees can be rewarded.
	It can lead to unhealthy competition between employees (rather than a team-based approach).

	It creates an incentive for employees to be innovative and productive.
	It creates an administrative burden to determine who should be paid certain amounts.

	If the criteria are clear, it can be perceived as ‘fair’ (especially by those employees who are likely to benefit).
	It can lead to allegations of favouritism (or bias) towards certain employees – this may also cause inequity.


Students are advised to carefully read and respond to all parts of a task. In this case, the words ‘as a motivation strategy’ were largely overlooked by students. Also, as was observed in responses to Question 1c., many students attempted to use one key point and explain it as both an advantage and a disadvantage. For example, it was common for students to argue that performance-related pay was likely to be effective in the short term, then reverse and repeat that statement (it is less likely that it will be effective in the long term) in the second half of the response. This approach is to be discouraged as it does not allow students to demonstrate the breadth of knowledge required to earn full marks.
The following is an example of a high-scoring student response:
Performance related pay is a means of rewarding employees through monetary compensation when they perform their duties (such as food preparation) in a manner that equals or exceeds a set of predetermined goals/criteria. This may include offering chefs at Ready VEG Meals a bonus or increase in salary if they, for instance, find a good way to minimise waste or improve quality of vegan/vegetarian meals.
The benefit of using performance related pay is that it rewards best performance. Managers have no need to reward staff that are lazy or who don’t meet the criteria that have been set. Furthermore, employees at Ready VEG Meals (and any business) would likely desire an increase in their pay as this is a key employee objective. As such, motivating them with extra pay may act as a good incentive for them to improve the quality of their work or to reduce the amount of waste generated during the production process.
However, performance related pay will cost Ready VEG Meals. As staff will be rewarded with monetary compensation, this will cut into Ready VEG Meals profits as money is used to pay employees based on their performance. Moreover, conflicts and jealousy may arise at Ready VEG Meals if some employees are being paid more than others due to receiving a bonus. This could mean that employees end up making mistakes as they seek to work faster or to generate more output than some of their colleagues. This would make the use of performance related pay counter-productive as the business works towards achieving its objectives.
Question 5
	Mark
	0
	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	Average

	%
	6
	3
	6
	9
	13
	15
	14
	14
	11
	6
	3
	5.3


This task required students to examine the use of three different global considerations (global sourcing of inputs, overseas manufacture and global outsourcing) when seeking to work efficiently and effectively. The vast majority of students attempted this task.
The format of the question may have helped students in structuring their response; however, some responses did not clearly distinguish between these three global considerations:
Global sourcing of inputs: This is when a business chooses to import raw materials for use in the production process. For example, a clothing manufacturer might choose to import material from overseas, then cut, shape and sew the material into clothes in Australia.
Overseas manufacture: This is when a business chooses to operate at a separate location in another country to complete the manufacturing process. For example, a clothing business might choose to open a factory in a country where wage costs are lower so that the final cost of the items they will sell is lower. The finished clothes would then be transported to Australia.
Global outsourcing: This occurs when a business chooses to engage the services of a separate business to complete one part of the operations function for them. Non-core functions are often outsourced in this way. Using the example of a clothing manufacturer, the business may choose to outsource distribution, marketing or call centres to businesses based overseas.
Students should note that when a short prompting statement is offered within a question, the response written must make reference to it. Some students were able to write accurate descriptions of each of the three global considerations, but did not link them to the statement at the beginning of the task. As a result, these responses could not be awarded full marks. Omitting any reference to the statement meant that the response did not address all of the elements of the task. In these instances, the maximum score that could be awarded was eight marks.
Students must be able to differentiate between the terms ‘efficiency’ and ‘effectiveness’ as measurements of business performance. Many students combined these terms within their response rather than writing about them independently, which resulted in responses that lacked clarity and specificity.
The following is an example of a high-scoring student response. In this response the student has referred to contemporary business case studies. While this helps to illustrate their understanding of the concepts, it was not necessary to earn full marks.
Businesses may need to contend with global issues in operations management as a way of remaining competitive, profitable and efficient in their processes. Global considerations help a business to sustain a long-term position within a market. 
Global sourcing of inputs is the practice of seeking the most cost-efficient materials and other inputs from markets overseas. This strategy allows a business to exploit efficiencies that can be gained from the global delivery of products. For instance, a business that implements this practice will likely reduce costs in their production process by accessing lower-cost raw materials in countries such as Indonesia and Bangladesh that have lower wage costs in comparison to Australia, in addition to lower taxes and trade tariffs. Reducing costs in the sourcing of inputs can allow a business to operate more effectively, by increasing their overall net profit. 
The global consideration of overseas manufacture involves the production of a good in a country that is different to the location of the business’s headquarters. Kmart is an example of a business that employs this strategy as part of a global supply chain. To compete at a cost advantage, Kmart manufacture many of their textile garments in Bangladesh and Indonesian factories, similarly taking advantage of lower labour and production costs. Further to this, efficiency can be improved with this strategy as it can enable a business to get its product to the market more quickly, as the overseas business will specialise in the core task of manufacturing a particular good. If this is achieved, it can give a business a competitive advantage in the market, leading to an increase in market share and effectiveness.   
Global outsourcing is the practice of transferring some aspect of a business’s operations to an external person or business overseas. Generally, businesses seek to outsource tasks that are not part of their core activities. For example, Telstra outsource their customer service call centres to a company in the Philippines. A business that uses this strategy will achieve improved quality in their production process, as there is often a higher level of expertise and skill provided by the overseas provider, as they specialise in a core task, as opposed to performing many different tasks. This allows a business such as Telstra to operate more efficiently, as it frees up time to focus on core activities, thus maximising productivity in the process.
Section B – Case study
Question 1
	Mark
	0
	1
	2
	Average

	%
	6
	20
	75
	1.7


Question 1 required students to identify evidence from the case study proving the manager was using a reactive approach to change. To earn the two marks available, the response needed to identify one piece of valid evidence and then ensure that this was described in the context of the case study material.
There were several elements within the case study that could have been applied successfully to a response. For example, reference might have been made to the decline in market share or the increase in staffing costs. Some students did not correctly identify the theory underpinning this task. For example, many responses highlighted the fact that the decision to design and build new holes for the golf course had already been made; however, a reactive approach to change suggests that the manager is responding to an event that resulted in the need for new golf holes to be considered.
It is worth noting that this task was only worth two marks. It is advised that students practise developing efficient responses, writing only what is required and not including superfluous or irrelevant information when responding to this type of task. Some students wrote lengthy responses when a much shorter response would have been sufficient. Overwriting costs time without any direct benefit to the student.
The following is an example of a high-scoring student response:
Norma Griggs is using a reactive approach as the changes (such as to implement automated pay stations, new holes and an automated golf ball dispenser) were in response to a significant decline in market share from 35% to 24% in the last two years. This indicates that Maxi Mini Golf is being ‘forced’ to change to maintain its competitive position, and thus Norma Griggs is acting reactively.

Question 2
	Mark
	0
	1
	2
	3
	Average

	%
	35
	26
	22
	18
	1.3


In this question, students were required to distinguish between the processes of a service business (such as the one in the case study) and a manufacturing business. Marks were awarded for describing one element of the processing stage of a manufacturing business, highlighting how this is different in a service business, and then for making a clear and direct link back to the case study. In Section B, all responses must be directly linked to the case study material.
The most common error was for students to focus on final outputs rather than the processing stage. For example, many students wrote that manufacturing businesses produce tangible outputs while service businesses produce intangible outputs. While this is true, the question required students to distinguish between processes and not the features of outputs. Accurate responses often included information about the degree of customer interaction (likely to be high during the processing stage for a service business but low for the processing stage of a manufacturing business) or the extent to which customisation is possible during the processing stage (which is high for a service business but low for a manufacturing business).
The following is an example of a high-scoring student response:
The processes of a manufacturing business generally consist of assembling the goods being provided to customers and includes processes such as painting, welding and molding. However, these processes generally occur in a separate location such as in a specialised manufacturing facility. It is also separated from the process of consumption by the consumer, which usually begins in a retail store.
Whereas at a service business such as Maxi Mini Golf, the processes such as the provision of golf clubs and guiding customers through the course happens at the same location as consumption by the customer. This is because customers are unable to experience the service unless they are physically present at the golf course. Furthermore, as opposed to manufacturing businesses (where the processes and consumption are separated in time), the requirement to be present means that production and consumption occur simultaneously at service businesses such as Maxi Mini Golf.
Question 3
	Mark
	0
	1
	2
	3
	4
	Average

	%
	20
	14
	25
	29
	12
	2


Students were required to describe how the manager could use Locke and Latham’s Goal Setting Theory to motivate employees during a period of downsizing. Marks were awarded for demonstrating an understanding of the theory, making a link to motivation, and for making a direct link to the case study material.
Many students were able to accurately list the principles of Locke and Latham’s theory, but fewer were able to explain the principles that they had identified. Significantly, a clear line between the key principles of the theory and the motivation of employees was not demonstrated in many responses. 
Understanding the way in which theories such as this one can be applied in a range of different contexts is important for achieving success in Business Management, and so students are encouraged to practise responses that do more than just list or describe these principles. Some students may be under the misunderstanding that high scores will be achieved by simply memorising and reproducing knowledge, based on the use of task words in an examination, which is not the case. Responses that are simple regurgitation of content can rarely earn full marks, as memorised responses are rarely framed in the context of the case study and cannot address the question being asked completely. These types of responses therefore cannot earn full marks in a closed book examination. 
The following is an example of a high-scoring student response:
Norma Griggs can use Locke and Latham’s goal setting theory to motivate employees through setting challenging yet achievable goals through the five principles of clarity, challenge, commitment, feedback and complexity. 
When setting goals for employees, Norma should include the employees in this part of the process. This will help to ensure that employees are equally committed to the achievement of the goals that are set. When employees are involved at this stage they are more likely to be motivated to achieve them as they will feel a sense of ownership.
Furthermore, Norma should ensure that the goals are challenging for the employees. A challenging goal might be to increase the number of players that use the six new holes by 5% in three months. Goals that are challenging will motivate employees to find new ways to achieve them and push staff to improve their sales and customer service skills.
Norma should also provide feedback to employees about how to improve. Norma might suggest things to tell customers about the six new holes to spark their interest and get more golfers. This feedback can motivate employees to continue working hard to achieve their goals.
Question 4
	Mark
	0
	1
	2
	3
	4
	Average

	%
	25
	10
	21
	25
	18
	2


This question required students to describe the way in which the principles of Senge’s Learning Organisation could support the process of change at the business in the case study. Marks were awarded for demonstrating an understanding of the theory, linking the theory to change and for providing context (a link to the case study).
Some common errors included listing (rather than describing) the principles of Senge’s Learning Organisation, failing to explain how those principles assist with change and also omitting any reference to the case study material.
Students are advised that they should use both the number of marks being offered and the number of lines available on the page as a guide in planning an appropriate level of depth and detail required for any response. In Section B, students should also be aware that they will be rewarded for relevant application of their response to the case study material. For this question, based on the numbers of marks and lines available, there was a maximum of three marks for describing the theory and linking it to change. Consequently, it was not required that all of the principles of Senge’s Learning Organisation be incorporated into a response to gain full marks. Effective planning will help students work efficiently within the 120 minutes of examination writing time.
The following is an example of a high-scoring student response:
Senge’s Learning Organisation is one that facilitates the learning of its employees and looks to continuously improve. It includes the principles of systems thinking, personal mastery, mental models, developing a shared vision and team learning.
One of the principles is to develop a shared vision. This refers to the creation of a shared understanding about the future of the business that all of the employees believe in. This could include Norma Griggs spreading her belief in the vision that the staff cuts, the $150,000 investment in technology and changing processes around collecting the golf clubs is needed to help create a more efficient and successful mini-golf course at their Williamstown facility. This vision should not just come from Norma Griggs but from several of the 10 remaining staff to help develop a commitment rather than just compliance amongst the staff. This vision also supports the change in processes so that when some staff leave the vision will continue to spread, encouraging support for the new processes.
Another principle is team learning. This refers to aligning and developing the capacity of a team to create results its members truly desire. This could be through team building activities for the remaining staff, whereby they could learn how to use the new ball machines but could also problem solve and share their experience to come up with new ideas, such as for the collection of clubs. This will enable the 10 staff to learn faster and thus support each other in being more open to the new technology that will be introduced at Maxi Mini Golf.
Question 5
	Mark
	0
	1
	2
	3
	4
	5
	6
	Average

	%
	7
	6
	12
	22
	26
	18
	7
	3.4


Students were required to evaluate the use of the consultative management style, given the nature of the tasks that needed to be completed within the case study business. Those tasks included reducing the number of employees, spending money to introduce some automated systems and completing some design work to change the layout of the minigolf course.
High-scoring responses explored both the advantages and disadvantages of the consultative management style with reference to at least one of the key tasks that needed to be completed. The response needed to include an evaluative statement, meaning that the student needed to come to a conclusion regarding whether or not the consultative management style was appropriate, as well as justification, based on evidence to support this assessment. 
Many responses did not provide links between the consultative management style and the specific tasks that were being completed within the text of the case study. For example, use of the consultative management style provides a benefit in that staff will feel that their contributions are valued, and they will likely be motivated by this. This would be particularly advantageous for this business as it would help to ensure that the reduction in the number of employees will be done in a way that considers the specific circumstances of each person. Some people might choose to leave without the need for support from the business. Others may want to gain employment elsewhere, so they might benefit from networking or outplacement services provided by the business. A consultative manager is more likely to hear and incorporate these factors into the decisions that need to be made, and staff morale will be impacted less as a result. On the other hand, seeking input from many people can be time-consuming. Given that the tasks need to be completed by the end of 2025, it might be difficult for the manager to ensure that the deadline is met while also providing a genuine consultative opportunity.
The following is an example of a high-scoring student response:
One advantage of the consultative management style is that it uses two-way communication, thus allowing staff at Maxi-Mini Golf to share ideas and opinions, such as regarding the placement of the two automated pay stations to best ensure accessibility by customers. This can open up new pathways for Norma Griggs before she makes the final decision (centralised decision making) to ensure that the placement of the new equipment is optimised. Another advantage is that because Maxi-Mini Golf staff can offer suggestions they will feel more valued and committed to the changes that are going to occur. This will help to increase the motivation of staff in 2025 to provide high levels of customer service.
One disadvantage of the consultative management style is that it is time consuming for Norma Griggs to set up meetings with Maxi-Mini Golf staff and for them to share their ideas about the changes that are to be made. This might detract from time that could be spent on other priorities, such as developing a marketing campaign to attract new customers to the revamped course. As a result, this could have a negative impact on the number of customers, sales and net profit. Another disadvantage is that some staff, such as high school students who are working part-time, may not be able to make a meaningful contribution about the tasks that need to be completed due to a lack of experience. Their opinions may not take into account many factors and, as a result, Norma Griggs may end up second-guessing her decision making process.
Overall, the consultative management style should be used at Maxi-Mini Golf because it will allow Norma Griggs to gain a wider variety of ideas for the changes that are to occur. This could mean that the automated pay machines and ball dispensers end up in good locations and that those staff who are to leave the business choose to do so voluntarily.
Question 6
	Mark
	0
	1
	2
	3
	4
	5
	6
	Average

	%
	24
	8
	14
	19
	19
	11
	5
	2.5


This question required students to explain how the manager could apply the principles of Lewin’s Force Field Analysis theory before deciding to make a change at the business.
Assessors accepted a wide range of responses to this task. Students needed to demonstrate a strong understanding of at least three principles of the theory, and the principles needed to directly link to the case study. The context of the task makes it clear that the use of the theory was to occur before the decision was made.
The study design lists the following principles of the Lewin’s Force Field Analysis theory: weighting, ranking, implementing a response and evaluating the response. Many students seem to have interpreted these terms in a superficial way. In reality, all of these steps occur before a change is underway. In brief, the principles identified in the study design might be summarised as follows:
Weighting: The driving and restraining forces for change should be identified, then each should be assessed to determine its overall strength.
Ranking: After the weighting is completed, an analysis is undertaken to understand whether the driving or restraining forces are stronger.
Implementing a Response: Based on the ranking, the manager will implement a response to strengthen the driving forces and attempt to weaken the restraining forces.
Evaluation: As the implementation phase is completed, an ongoing evaluation will occur to determine the relative strength of the driving and restraining forces – when it is determined that the driving forces are stronger than the restraining forces, the change will be able to go ahead.
Many online sources provide different principles, but the assessment of this subject must remain in line with the study design. The word ‘implement’ that appears in the study design does not refer to the change being commenced; it refers to an attempt by the business to ensure the driving forces outweigh the restraining forces before the change can begin. Similarly, the word ‘evaluate’ does not refer to an examination of whether or not the change was successful; it is an evaluation of whether or not the situation is now conducive to the change process beginning.
The following is an example of a high-scoring student response:
The first stage of force field analysis (FFA) is identifying all of the driving and restraining forces. Driving forces are those that support, encourage or initiate change. Restraining forces are forces that hinder the successful achievement of change. One driving force may have been the reduction in market share from 35% to 24% in the last two years, which means the business will want to act to improve customer satisfaction. A restraining force may have been employees, as they may be unaware what this change will mean for them. Another restraining force may have been the financial considerations, as purchasing new automated pay machines and hiring an expert to design new holes would have been expensive.
The second stage of an FFA is weighting. This involves assigning each driving and restraining force a numerical score based on their perceived strength. For example, Griggs may use a score of 1-5, 1 being the lowest strength and 5 being the highest. Griggs would likely assign falling market share a 5. Employees might be weighted a 3, and financial considerations may be weighted 4.
The third stage is ranking. This involves the business prioritising the top three to five driving forces and the top three to five restraining forces. This would help Griggs to identify which forces are the most influential prior to beginning the change and which she will need to address. For example, Griggs might decide that the financial considerations represent the strongest restraining force that could act to prevent the change from occurring or being successful.
The fourth stage involves implementing a response based on the information that has just been learned. The goal in this stage is to strengthen the driving forces and weaken the restraining forces. Griggs might also choose to assign the responsibility for these responses to employees throughout the business. For example, Griggs might act to reduce the restraining force of financial considerations by reducing costs in other parts of the business or by securing pre-approval for a loan from the bank in advance.
The fifth stage involves evaluating the response. Griggs needs to continue to monitor the driving and restraining forces based on the approach used in the previous stage. When she perceives that the driving forces are stronger than the restraining forces, only then should the process of change begin.
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