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2
QUESTION ONE: QUALITY MANAGEMENT ISSUES ASSESSOR'S

Use the information in Resources A and B in the resource bookiet, and in the box below, in addition
to your business knowledge, to answer this guestion.

The Kakapo Cheese Company (KCC) is a New Zealand-based dairy processing company
that has come tnder incr eased pressure from other domes‘ac producers over the last

PR TSI At P b A

few years

I e i i S
i AT

As a result, KCC decided in 2013 to enter i the Chinese market with a range of three
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Tn 2016 the head office becarne aware of a growing number of dissatisfied customers.
from its Beijing market, Complamts have mostly been, aboul;the“mcogs;stent - quality
of the product and lack of timely delivery. This is a concern for senior management,
because proﬁtablhty has lecently become a problem, partly due to the substantial
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investment required fo éitér the Chinese market.
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(a) Fully explain the possible cause(s) and__‘effect(s ) of the customer dissatisfaction.
In your answer, include:

factor(s) whlch may have caused the increase ir in customer dissatisfaction
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. possublme" effect(s) of the dtesatlsfactlon issue on other stakehoider (s) of the business,
such as employees and mveetors and consequently on. the busmese
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The CEO of KCC has been thinking about possible solutions to the issue of rising dlssat}Sfactlon
amongst Beijing customers.

(b) Suggest TWO possible solutions to the issue.

(1) \mp\@,mo,w Quality AlTurance wWithinine Wsmsa, ]

(¢} Evaluate BOTH possible solutions.
In your answer.

fully explain ONE positive effect that EACH solution would have on the business
state the solution you recommend

justify your recommendation by explaining why it is better than the other solution.
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More space for this answer is
available on the next page.
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QUESTION TWO: SUPPLY CHAIN ISSUES ASSESSOR'S

USE OMLY

Use the information in Resources C, D, and E in the resource booklet, and in the box below, in
addition to your business knowledge to answer this question.

KCC is facing a major problem with inefficient delivery by the Beijing distribution
company to the retailers who are selling KCC’s cheese. Deliveries are sometimes late
and / or mixed up with other firms’ deliveries. Par t-deliveries may be left for weeks
in the distributor's warehouse before the staff of the distribution firm work out which
retailer they were meant to be delivered to. This has been an ongoing issue over the
past six months.

(8) Fully explain the possible cause(s) and effect(s) of the issue that KCC is having with the
distributor in Beijing,
n your answer, include:
factor(s) which may have caused the issues with delivery

possible effect(s) of the delivery issues on stakeholders of the business, such as
customers competitors, and shareholders.
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More space for this answer is
available on the next page.

Business Studies 81381, 2016




AT IR g i

hﬁy@‘v\f\)'\(}w 5
Q\ Qif\‘w%f\ﬁs& Bl o huind 1he P rod U UHn 3Tores o0 oauUs
Of taie dedvariet The Loy IR Wonid 1he te fore Be.
({0 o nCrense (nQ Ta101 pecdude VI wonign't
Wiv® 0N T deVIvaA 0 S0 the 19 comd A naf
WONT 10800 e rod veny Anyrmore. MNA INA A NOW

D880 Compand o rakail. kS 6 veSult; St vﬁ{m,
L/O(ﬁhlf\\f' /

The CEO has two possible solutions to the delivery issue — KCC could _either sell dirgct. tQJiS
retallers or could enter. into.a strategic alliance with a, Iocal Be ng dlstrtbutor

{b} Evaluate the TWO possible solutions to the defivery problem.
In your answer:
fully explain QNE positive effect that each solufion would have on the business
state the solution you | recommend o
Just;fy your recommendation by explaining why itis better than the other solutlon_
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QUESTION THREE: UNEXPECTED GL.OBAL RISKS

Use the information in Resources F, G, H, and | in the resource booklet, and in the box below, in
addition to your business knowledge, to answer this question.

KCC sees the Beijing market as an opportunity to grow rapidly. While there had been
growth, it had not been as high as 'expected.

(a)

Fully explain the possible cause(s) and effect(s) of the slow growth in demand for cheese in
the Chinese market.

in your answer, include:
factor(s) which may have caused the slow growth in demand

possible effect(s) of the slow growth in demand on the business and stakeholder(s) of
the business, such as employees, suppliers, and investors.
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Suggest TWO possible sclutions to the slow growth in demand in the Chinese market.
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Evaluate the TWO possible solutions to the slow growth in demand in the Chinese market:
In your answer:

fuily explain ONE posttive effect that each solution would have on the business
state the solution you recommend

justify your recommendation by explaining why it is better than the other solution.
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11

Extra space if required.
Write the question number(s) if applicable.
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Achievement exemplar for 91381 — 2016 Total score: 11

Q

Grade
score

Annotation

A4

In part (a) the candidate has explained two causes of customer dissatisfaction,
but did not fully explain the impact on the customer or why this has caused an
increase in customer dissatisfaction.

Holistically, the candidate has explained an effect on the business, but has not
explained the effect on the stakeholders, such as employees and investors.

In part (c) the candidate has explained both solutions, providing detail as to
what the solutions are and how they would improve the quality of the product
to overcome the issue of customer dissatisfaction.

A3

In part (a) the candidate has only explained one cause; the second cause was
stated with no explanation. One effect of the delivery issues was explained for
competitors.

In part (b) there was some explanation of the positive effect of a direct
marketing channel: “... can be sure that deliveries of product arrive on time,
and reliable instead of leaving that up to a distributor and having to rely on
them”, but the positive effect of a strategic alliance was not explained.

A4

The candidate has explained two causes of the slow growth in demand, and
has explained the effect on employees and the business. The effect on
suppliers and investors was not explained.

Solution One was explained: a lower fat/ salt content of the cheese will make
it “more appealing to health-conscious consumers ... which would most likely
make sales ... because their products are healthier, which would also give an
advantage over competitors”.

Solution Two was not explained in context as to how this solution might solve
the problem of slow growth in demand.
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