
Unit 3 – Operations 

 

GCSE  

business 

 

theory and Exam 

Question Revision 

Booklet 
 

 

 

 
 

 

 

 

 



 

 

 

 

 

 

The exams will measure how you have achieved the following assessment 

objectives.  

 

AO1: Demonstrate knowledge and understanding of business concepts and 

issues.  

 

AO2: Apply knowledge and understanding of business concepts and issues to a 

variety of contexts.  

 

AO3: Analyse and evaluate business information and issues to demonstrate 

understanding of business activity, make judgements and draw conclusions. 

 

 

 

 

GCSE Business is assessed by two final exams and is broken down in the following 

way: 



Unit 3: Operations  

 

Production processes – What you need to know! 

 

 
Target 3.3.1 Production processes Insecure Developing Secure 

T91  

Define what job production is and explain 

its advantages and disadvantages. 

 

  

 

 

T92  

Define what flow production is and explain 

its advantages and disadvantages. 

 

   

T93  

Define lean production and explain how 

production can be made more efficient by 

using lean production techniques. 

 

   

T94  

Identify and explain different types of lean 

production such as JIT and Kaizen. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Production processes – The theory 

 

Key Term Definition 

Production 

(operations) 

management 

 

Production  

 

 

Job Production  

 

 

Flow(mass) 

production 

 

Specialisation  

Lean production  

Just – in – time 

production (JIT) 

 

Kaizen  



Task: put the following terms into the correct boxes to show the production 

process: 

 

 

 

 

 

Output/Input/Transformation process 

 

 

 Job Production Flow Production 

Definition   

Features   

Example of a 

product made 
  

Benefits of 

using this 

method 

  

 

 

  

 

 

  

 

 
Drawbacks of 

using this 

method 

  

 

 

  

 

 

  

 

 



Unit costs: 

 
What is the formula for calculating unit costs? 

 

 

 

 

 

 

Task: Complete the table 

 

Output 

(units) 

Variable cost Fixed costs Total costs Unit cost 

1,000  £5,600,000   

5,000  £5,600,000   

7,000  £5,600,000   

10,000  £5,600,000   

 

 Variable costs are £2.50 per unit 

 
Task: Explain why the efficiency of a business will depend on the following 

factors: 

Factor Because… 

How well the employees are 

managed 

 

 

 

How good the suppliers are  

 

 

Investment in machinery and 

technology 

 

 

 

The way in which the 

products are produced 

 

 

 

 

 



Lean production: techniques aimed at reducing the amount of waste in a business. 

Types of waste: 

 Too much is produced 

 Wasted time 

 Faulty products 

 Holding stock 

Lean production 

technique 

What it involves How the technique will help a 

business to be more efficient. 

 

 

 

Just in time 

(JIT) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Kaizen 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Production process – Exam Questions 

 
1. Identify two factors that might influence John’s method of production for his 

upmarket business cards. (2 marks) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



2. John decides to use a system of job production for his business cards. Would you 
agree with this decision? Give reasons for your answer. (9mark) 

 

 

 

 

 

 

 

 

 

 

How to structure your 

answer: 

 

Paragraph 1: Benefit of 

using job production 

 

Paragraph 2: Drawback of 

using job production 

 

Use the steps below: 

 

Step 1 (P) – Make one point 

Step 2 (E) - Explain 

why/how your point is 

relevant.  

(C) Put your answer in 

Context by using evidence 

from the text to support 

the explanation of your 

point. 

Step 3 (An) – Analyse by 

writing about the impact 

and/or the consequence of 

your point. 

 

Paragraph 3: Conclusion 

A – Answer the question set. 

Make clear your decision. 

 

J – Justify your decision 

 

I – consider what the 

success of your decision 

depends on and the impact on 

the short and long term on 

the business. 

 

M – State the most 

important reason why you’ve 

come to your judgement 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



1. Explain why flow production is not used by Blue-Print Limited. (2 marks) 
 

 

 

 

 

 
2. Identify two methods which QK4U and Taiwan Electricals could use to measure its 

efficiency. (2 marks) 

 
 

 

 

 

 
3. QK4U and Taiwan Electricals both implement the practice of specialisation. What 

does this mean? (2 marks) 
 

 



 

 

 

 
4. Discuss why large businesses like QK4U and Taiwan Electricals use flow production 

and not job production. Give reasons for your answer. (9 marks) 

 

 

How to structure your 

answer: 

 

Paragraph 1: Benefit of 

using flow production 

 

Paragraph 2: Disadvantage 

of using job production 

 

Use the steps below: 

 

Step 1 (P) – Make one point 

Step 2 (E) - Explain 

why/how your point is 

relevant.  

(C) Put your answer in 

Context by using evidence 

from the text to support 

the explanation of your 

point. 

Step 3 (An) – Analyse by 

writing about the impact 

and/or the consequence of 

your point. 

 

Paragraph 3: Conclusion 

A – Answer the question set. 

Make clear your decision. 

 

J – Justify your decision 

 

I – consider what the 

success of your decision 

depends on and the impact on 

the short and long term on 

the business. 

 

M – State the most 

important reason why you’ve 

come to your judgement 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

The role of procurement – What you need to know! 
 

 

  

Target 3.3.2 The role of procurement Insecure Developing Secure 

T95  

Be able to explain the difference between 

JIT (Just in time) and JIC (Just in case- 

approaches to managing stock. 

 

   

T96  

Identify the factors that might influence 

the choice of supplier (price, quality & 

reliability). 

 

   

T97  

Explain what procurement and logistics are 

and their effect on a business (efficiency 

and lower cost units). 

 

   

T98  

Explain the benefits of reduced costs must 

be balanced against the quality of service. 

 

   

T99  

Define and explain what a supply chain is 

and recognise the benefits of managing an 

effective supply chain. 

 

   

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Production processes – The theory 
 

 

Key Terms Definitions 

Suppliers  

Procurement  

Supply Chain  

Just in case 

(JIC) 

 

Purchasing 

economies 

of scale 

 

Logistics  

Stock  

Unit cost  

 



 

Task: Complete the table to show your knowledge of the difference between 

these two stock control methods. 

 

 

 

 

 

 

 

 

 

 

 

 JIT (just in time) JIC (Just in case) 
How does these 

methods of stock 

control work? 

  

 

 

 

Benefits 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Drawbacks 

 

 

 

 

 

 

 

 

  

 

 



Procurement – Exam Questions 

 
1. Name three costs associated with holding large quantities of stock. (3 marks) 

 

 

 

 

 

 

 

 

 
 

2. Why are supplier relationships important if a business operates just in time stock 
control? (3 marks) 

 

 

 

 

 

 

 

 

 
3. Explain why a business might not always opt to use the cheapest supplier they can 

find. (3 marks) 
 

 

 

 

 

 

 

 

 



The concept of quality – What you need to know! 
 

 

Target 3.3.3 The concept of quality Insecure Developing Secure 

T100  

Able to explain customer expectations of 

quality in terms of production of goods and 

the provision of services. 

 

 

 

  

T101  

Describe how to identify quality problems 

and how businesses measure quality and the 

consequences of these issues. 

 

   

T102  

Be able to identify the methods of 

maintaining consistent quality and be able to 

identify the advantages to a business of 

using TQM. 

 

   

T103  

Identify and explain the costs and benefits 

of maintaining quality such as: additional 

sales, image/reputation, higher price, 

inspection costs, staff training, product 

recalls and the provision of services. 

Particularly if outsourcing and franchising 

is used. 

 

   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

The concept of quality - The theory 
 

 

Key Terms Definitions 

Quality  

 

 

Total Quality 

Management 

(TQM) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Measuring quality Businesses can measure quality through methods such as:  

Method How does it help a business to measure quality? 

  

  

  

  

  

 

Task: list and explain the Key aspects of quality that customers look for:  

1. 

 

2. 

 

3. 

 

4. 

 

5. 

 

6. 

 

7. 
 



 

 

Task: Explain how TQM can be used to achieve better levels of quality. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Benefits of maintaining quality to a 

business 

Consequences of poor quality to a 

business 

  

 

 

 

  

 

 

 

  

 

 

 

 



The concept of quality – Exam Questions 

 

1. Identify two ways that QK4U and Taiwan Electricals could monitor the quality of 
their production outputs and the provision of their services. (2 marks) 

 

 

 

 

 

 

 

 

 

2. Identify two possible quality issues the QK4U and Taiwan Electricals might face as 
their businesses grow in size. (2 marks) 
 

 

 

 



3. To maintain their market success both businesses, employ a system of TQM. Identify 
two features of TQM. (2 marks) 

 

 

 

 

 

 

 

4. Explain two benefits of QK4U and Taiwan Electricals, improving the quality of their 
products and services. (4 marks) 
 

 

 

 

 

 



1. Recommend the best action for LazerTazer Ltd to take to reduce costs and provide a 
quality service. Give reasons for your recommendation. (9 marks) 

 

 

 

 

 

  

 

 

 

 

How to structure your 

answer: 

 

Paragraph 1: What action 

they should take 

 

Paragraph 2: Why is this 

better than other options 

 

Use the steps below: 

 

Step 1 (P) – Make one point 

Step 2 (E) - Explain 

why/how your point is 

relevant.  

(C) Put your answer in 

Context by using evidence 

from the text to support 

the explanation of your 

point. 

Step 3 (An) – Analyse by 

writing about the impact 

and/or the consequence of 

your point. 

 

Paragraph 3: Conclusion 

A – Answer the question set. 

Make clear your decision. 

 

J – Justify your decision 

 

I – consider what the 

success of your decision 

depends on and the impact on 

the short and long term on 

the business. 

 

M – State the most 

important reason why you’ve 

come to your judgement 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Good customer service – What you need to know! 
 

 

Target 3.3.4 Good customer services Insecure Developing Secure 

T104  

Show understanding of the sales process. 

 

 

 

  

T105  

Be able to identify and explain methods of 

good customer service: product knowledge, 

customer engagement (creating a positive 

experience for the customer) and post 

sales services (e.g. user training, help lines, 

servicing). 

 

   

T106  

Identify and explain the benefits of good 

customer service, including: increase in 

customer satisfaction, customer loyalty, 

increased spend and profitability. 

 

   

T107  

Identify and explain the dangers of poor 

customer service, including: dissatisfied 

customers, poor reputation via word of 

mouth and a reduction in revenue. 

 

 

 

  

T108   

Explain how advances in ICT have allowed 

customer services to develop: websites, e-

commerce and social media. 

 

   

 

 

 

 

 

 

 

 

 

 



 

 

The concept of quality - The theory 
 

Key Terms Definition 

Customer 

service 

 

Customer 

satisfaction 

 

Customer 

loyalty 

 

Customer 

engagement 

 

Post-sales 

servicing  

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Benefits of good customer service Dangers of poor customer service 

  

  

  

  

  

Complete the stages of the sales process using the information below: 
• Concluding the sale 
• Respond to customer feedback 
• Ensuring speed and delivery of the product/service 
• Knowledge of the product/service 
• Engaging the customer 
• Post-sales service 

•  

•  

 

Explain how the methods of ICT can help businesses to 
offer good customer service: 
 
Websites: 
 
 
 
 
 
 
E-Commerce & M-Commerce: 
 
 
 
 
 
 
Social Media: 
 
 
 
 
 
 
 
 
Data analysis: 

Identify the different ways a business can demonstrate good customer service: 

1.                                                           4. 

 

2.                                                           5. 

 

3.                                                           6. 



Good customer service – Exam Questions 
 

 

 
 

 

 

1. Explain how Tom’s Midnight Garage would benefit from improving their customer 
service. (4 marks) 
 

 

 

 

 

 

 

 
 
 
 
 



 

1. Angelina and Brad pride themselves in providing good customer service. Explain how 
It’s the Pitts could provide good customer service. (4 marks) 
 

 

 

 

 

 

 

 

 


