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contained within this Resource Booklet
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e The information contained within this Resource
Booklet is based on one or more real businesses.
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* Do not send this Resource Booklet for marking; it
should be retained in the centre or recycled. Please
contact OCR Copyright should you wish to re-use this
document.



FURLONGS

Furlongs, an upmarket tea and coffee shop, is located
in a market town in the South West of England. It
serves a wide variety of snacks and meals and has
seating for just under 100 customers on two separate
floors. There is also a section which sells gifts related
to tea and coffee such as a range of teas and coffees
for consumption at home, pottery items, teapots,
coffee pots, biscuit tins and other kitchen items.
These gifts are often bought as presents by visitors
to the area.

Gregory and Nicki Furlong purchased the premises,
which were empty at the time, only 18 months ago.
They operate the business as a partnership. In

that short period of time, Furlongs has become an
extremely popular place to visit for morning coffee,
lunch and afternoon tea. The range of drinks, cakes
and healthy meals is well known and explains why
Furlongs has become so popular so quickly. Much of
the food is produced by local businesses, which are
contracted to produce the cakes, scones and other
food items. Another key to its success is the high
standard of service which is provided by Furlongs’
staff.

Furlongs employs 18 staff on average over the year
of which only six are full-time. The rest work varying
hours depending on a combination of their choice
and how busy Furlongs is. Most of the part-time staff
are students. Gregory often has to ask the part-time
staff to work another couple of hours a week when
Furlongs is busy. Gregory is well liked by the staff
and most will usually agree to work the extra hours.
However, an overtime rate is not paid to the part-time
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staff and that occasionally influences some who say
that they are unavailable.

However, it was different when Gregory decided to
open Furlongs on Sundays in the summer of 2012.
Nicki was keen to establish Furlongs as an excellent
place to eat which is open seven days a week.
Opening on Sundays, she thought, would enable
Furlongs to benefit from an increasing number of
tourists in the area who are wandering around the
shops and want somewhere to eat.

Staff were, at first, asked to volunteer to work on
Sundays, but when the response was negative, new
rotas were drawn up making it compulsory for staff
to work at least one Sunday every month. Many of
the younger part-time staff were reluctant to offer
their services, especially after a late night out on
Saturday, even though Furlongs only opens at
10:30 am on Sundays.

For the first few Sundays, trade was slow and so
having only a few staff at work was sufficient.
However, once trade increased, there was an urgent
need to ensure more staff were available. Gregory
suggested to Nicki that an additional payment
could be made to the staff for working on Sundays.
However, Nicki was not keen on the idea and wanted
to enforce the rota and ensure that all staff did work
at least two Sundays per month, unlike the original
scheme of at least one per month. She had already
told Gregory that the additional costs of opening on
Sundays had to be covered.

Matters were further complicated by a range of
health and safety measures which Gregory was
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keen to implement. Although no new legislation had
been introduced, he wanted to ensure the staff were
well informed and safe. He was keen to ensure that
the staff knew how to lift boxes correctly and were
aware of how to handle food in an hygienic manner,
as well as many other health and safety issues.
Consequently, in addition to the regular training
which took place, usually after opening hours,
Gregory wanted to have a special training night
when all the staff would come in after work. Although
the staff would not be paid for attending, Gregory
thought that this would be an ideal opportunity to
enhance the ‘team spirit’ which he felt would ensure
that staff continued to offer the excellent service
which had helped establish Furlongs’ reputation.

However, Nicki did not agree and thought that by
changing the regular training to on-the-job training in
normal working hours the staff would be able to cope
more easily and have less to worry about. Gregory
suggested that changing training methods and
including more health and safety training would be
seen as employee participation. The existing regular
training was usually only to ensure that the staff
know about any new food and drinks which were

to be offered on the menus; or, occasionally, a fire
practice would be held.

It was clear to both Gregory and Nicki that Sunday
sales had increased, although they fell back in the
last quarter of 2012. The number of staff leaving had
increased since the introduction of Sunday opening,
something which Gregory could not understand
(SEE TABLE 1).
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TABLE 1 — FURLONGS LABOUR DATA 2012

QUARTER STAFF LEAVING
January—-March 4
April-June 3
July-September 6
October-December 7




BLANK PAGE



OCR¥

RECOGNISING ACHIEVEMENT

Copyright Information

OCR is committed to seeking permission to reproduce all third-party content
that it uses in its assessment materials. OCR has attempted to identify and
contact all copyright holders whose work is used in this paper. To avoid the
issue of disclosure of answer-related information to candidates, all copyright
acknowledgements are reproduced in the OCR Copyright Acknowledgements
Booklet. This is produced for each series of examinations and is freely
available to download from our public website (www.ocr.org.uk) after the live
examination series.

If OCR has unwittingly failed to correctly acknowledge or clear any
third-party content in this assessment material, OCR will be happy to correct
its mistake at the earliest possible opportunity.

For queries or further information please contact the Copyright Team, First
Floor, 9 Hills Road, Cambridge CB2 1GE.

OCR is part of the Cambridge Assessment Group; Cambridge Assessment
is the brand name of University of Cambridge Local Examinations Syndicate
(UCLES), which is itself a department of the University of Cambridge.

* 1577 042202%* 8





<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 15%)
  /CalRGBProfile (ColorMatch RGB)
  /CalCMYKProfile (U.S. Sheetfed Uncoated v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.3
  /CompressObjects /Off
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.1000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams true
  /MaxSubsetPct 100
  /Optimize false
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts false
  /TransferFunctionInfo /Preserve
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile (None)
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 150
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 150
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 600
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects true
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /CreateJDFFile false
  /Description <<
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308030d730ea30d730ec30b9537052377528306e00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /FRA <>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /ENU <>
  >>
>> setdistillerparams
<<
  /HWResolution [600 600]
  /PageSize [595.245 841.846]
>> setpagedevice


