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Introduction 
Our examiners’ reports are produced to offer constructive feedback on candidates’ performance in the 
examinations. They provide useful guidance for future candidates. The reports will include a general 
commentary on candidates’ performance, identify technical aspects examined in the questions and 
highlight good performance and where performance could be improved. The reports will also explain 
aspects which caused difficulty and why the difficulties arose, whether through a lack of knowledge, poor 
examination technique, or any other identifiable and explainable reason. 

Where overall performance on a question/question part was considered good, with no particular areas to 
highlight, these questions have not been included in the report. A full copy of the question paper can be 
downloaded from OCR. 

You can now find the results awarded in 2018/19 for your Cambridge Technical subject area 

As a centre approved to offer our Cambridge Technicals qualifications, we wanted to let you know we 
have now published the results awarded for 2018/19 Level 2 and 3 Cambridge Technicals (2016 suite). 
This information is helpful in allowing you to compare your centre achievements alongside national 
outcomes. 

To browse to the document, log in to Interchange, click on ‘Resources and materials>Past papers and 
mark schemes’ in the left-hand menu and select ‘Cambridge Technicals (2016) Results Awarded 
2018/2019’ from the drop down list. 

 

ExamBuilder 

Remember to keep your eye on ExamBuilder as we continue to update the bank of questions post exam 
series in line with our past paper policy. Therefore, you can be assured that new assessment material 
will continually be fed into ExamBuilder on an annual basis.   

 

Online post series external feedback 

Keep an eye out for updates on our post series feedback on Exams for Cambridge Technicals Webinars 
available in the autumn term. 
  

https://protect-eu.mimecast.com/s/ASRqCoQRRfKy5nyCmTSf4?domain=customersupportteam.cmail19.com
https://protect-eu.mimecast.com/s/beLRCpQwwfxRq2RT9wDN9?domain=customersupportteam.cmail19.com
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Paper Unit 9 series overview 
This series has seen a wide spread of marks being achieved by candidates. This has depended on 
knowledge/understanding of the candidates and the level of exam preparation. 

Some scripts continue to show inadequate preparation by candidates. Lower ability candidates omitted 
to answer some of the questions or provided answers with limited detail. Question 1(bi) saw many 
candidates achieve the full 3 marks available. Achievement on all other questions ranged from zero to 
the full marks allocated for that question. 

Candidate performance overview 

Candidates who did well on this paper: 

• demonstrated knowledge and understanding of terms listed in the specification 
• had the ability to apply understanding to the unseen scenario 
• focused in on the key requirements of the question. 

 
Candidates who did less well on this paper: 

• demonstrated a lack of knowledge and understanding of key terminology 
• lost focus on key terms within the questions 
• left answer spaces blank. 
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Question 1 (a) 

 

This question tests knowledge and understanding of the internal and external factors affecting human 
resource planning (LO1.2/3). Many candidates were able to identify relevant factors but did not then 
relate these to human resource planning in their explanation. Some candidates confused which were 
internal factors and which were external. 
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Question 1 (b) (i) 

 

The majority of candidates made a good attempt at this calculation.  

 

AfL Candidates should be advised that it is imperative to include the % sign to 
achieve the full 3 marks if an answer is given as a percentage. 

 

Question 1 (b) (ii) 

 

Many candidates identified that the number of customer complaints for La Scarpa increased and then 
decreased during the time period. Many did not then relate this to employee engagement therefore not 
achieving marks as the question had not been answered.  

 

AfL Candidates should be encouraged to focus on the key requirements of the 
question to make sure that it has been fully answered. 
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Question 2 (a) 

 

The majority of candidates were able to identify non-monetary methods of motivation. Most were also 
able to explain these methods and/or their uses. Many candidates did not achieve Level 3 for this 
question as their analysis considered the benefits of motivating employees (as a result of introducing a 
method) rather than the benefit/drawback of the method being discussed.  

Some candidates focused their answers on motivational theorists and did not identify specific non-
monetary methods. The question did not require them to consider motivational theories. 

 

Misconception A common misconception was to identify bonuses and/or commission as a 
method of non-monetary motivation. A minority focused solely on bonuses 
and/or commission and therefore did not achieve any marks for this 
question. 

 

Question 2 (b) 

 

The majority of candidates did not score marks on this question as they did not have knowledge of 
appraisal techniques that could be introduced by La Scarpa (LO5.1). Many candidates did not attempt 
the question.  

 

Misconception A common misconception among those candidates who provided an answer 
was to recommend ways that the business could praise their employees.  
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Question 2 (c) 

 

Most candidates showed knowledge of what a probationary period is. Many were also able to explain an 
advantage of introducing this.  

 

AfL Candidates could practice identifying the key requirements/words/terms 
within a question. This question asks for an advantage to La Scarpa. Some 
candidates answered from the point of view of the employee and therefore 
no marks were given. 

 

Question 3 (a) 

 

Many candidates were able to identify causes of conflict that may result from the recruitment of 
inexperienced managers. Of these candidates many did not achieve Level 3 as their analysis did not 
focus on conflict within La Scarpa i.e. how the factor identified/explained impacts employee behaviour 
and therefore causes conflict. Analysis tended to focus on the impact on customer service, productivity, 
etc.  

Few candidates achieved Level 4 as the question required them to evaluate to what extent recruiting 
inexperienced managers might cause conflict. Most candidates who did write a conclusion discussed 
whether La Scarpa should or should not employ inexperienced managers. This did not answer the 
question. 

 

AfL Candidates should practice identifying the key aspects of a question and 
ensuring that their answers remain focused on these throughout.  
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Question 3 (b) 

 

This question focuses on methods of minimising conflict in the workplace rather than resolving conflict 
once it occurs. Many candidates suggested methods of resolution and therefore marks were not given.  

Some candidates suggested ways that the business could build better employee relationships e.g. team-
building. Although something to be encouraged, this is not a procedure. Similarly some candidates 
suggested legal factors e.g. introducing the Equality Act. These must be met by law rather than being a 
procedure that La Scarpa could choose to introduce. 

 

Question 3 (c) (i) 

 

Very few candidates achieved marks for this question as no explicit knowledge of empowerment was 
shown. The majority of answers were generic/vague.  

 

AfL Candidates must know all terms in the specification and be able to use these 
explicitly within their answers. 
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Question 3 (c) (ii) 

 

Overall this question was better answered than Question 3 (c)(i) as candidates showed knowledge of 
what a works council is/does. Some candidates were then able to explain how the introduction of a 
works council could improve employee engagement.  

Some candidates solely explained what a works council is/does without any reference to employee 
engagement. The second mark available was therefore not given. 

 

Question 4 (a) 

 

This question clearly differentiated between those candidates who know what a skills audit is and those 
who do not.  

 

Misconception Some candidates confused a skills audit with the person specification.  
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Question 4 (b) 

 

The majority of candidates were able to achieve at least 1 mark for this question. To achieve the full 2 
marks candidates needed to explicitly relate their answer to the recruitment and selection process. Few 
candidates did this. 

 

Question 4 (c) 

 

 

Most candidates identified at least one appropriate improvement and many of these were then 
explained. Few candidates attempted analysis or a justified conclusion.  

 

Misconception Many candidates (incorrectly) recommended adding a box for the applicant’s 
age or date of birth. This cannot be asked for on an application form unless 
the applicant needs to be a certain age to perform the role e.g. selling 
alcohol. This does not apply in this scenario. An applicant can be asked to 
complete a separate equality monitoring form but this is not part of the 
actual application form. As such no marks were given for this 
recommendation. 
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Question 4 (d) 

 

Few candidates showed knowledge of interview protocols as per LO7.6 (exemplification) of the teaching 
content. Instead, many candidates identified tasks involved with planning interviews e.g. preparing 
questions. Many also identified legislation that must be met rather than interview protocols i.e. good 
practice. 

 

Question 5 (a) (i) 

 

Few candidates showed explicit knowledge of mentoring. Answers were more generic i.e. relating to on-
the-job-training rather than mentoring specifically. 

 

AfL Candidates must be able to distinguish between the different methods of on-
the-job training. 
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Question 5 (a) (ii) 

 

Many candidates achieved 2 out of the 3 marks available for this question. Most were able to identify a 
method of measuring the effectiveness of the mentoring. Some candidates were given their second mark 
for explanation of the method. Others were given their second mark for justifying why this method was 
being chosen. Few candidates achieved the full 3 marks available. 

 

Question 5 (b) 

 

Many candidates achieved the mark, in each instance, for identifying a method of off-the-job training. 
Few candidates achieved the second mark as explanation did not show clear understanding of the 
method and/or its use. 
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Question 6 (a) 

 

Few candidates achieved the full 3 marks available for this question. The question tests LO3.2 of the 
teaching content. Some candidates had clearly learnt the barriers but others gave vague answers that 
did not show explicit knowledge of human resources e.g. employees aren’t treated well, organisational 
structure. 

 

AfL Some candidates misread the question and tried to identify three ways of 
encouraging effective employee relations. Candidates should be encouraged 
to read the question carefully. 
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Question 6 (b) 

 

Candidates who recognised the likely changes to the organisational structure e.g. an additional layer of 
management, generally scored well on this question. Most candidates, however, commented solely on 
whether the relationship was likely to improve or worsen without explanation. No marks were therefore 
given. 

 

 

 

 

 

 

 

 

 

 

Copyright information 
Any reference to existing companies or organisations is entirely coincidental and is not intended as a 
depiction of those companies or organisations.  
  



Supporting you 
For further details of this qualification please visit the subject webpage.

Review of results

If any of your students’ results are not as expected, you may wish to consider one of our review of results 
services.  For full information about the options available visit the OCR website.  If university places are 
at stake you may wish to consider priority service 2 reviews of marking which have an earlier deadline to 
ensure your reviews are processed in time for university applications.

CPD Training
Attend one of our popular CPD courses to hear exam feedback directly from a senior assessor or drop in 
to an online Q&A session.

Please find details for all our courses on the relevant subject page on our website. 

www.ocr.org.uk
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http://ocr.org.uk/administration/stage-5-post-results-services/enquiries-about-results/
https://www.ocr.org.uk/


OCR is part of Cambridge Assessment, a department of the University of 
Cambridge. For staff training purposes and as part of our quality assurance 
programme your call may be recorded or monitored. 

© OCR 2020 Oxford Cambridge and RSA Examinations is a Company 
Limited by Guarantee. Registered in England. Registered office  
The Triangle Building, Shaftesbury Road, Cambridge, CB2 8EA.  
Registered company number 3484466. OCR is an exempt charity.

Need to get in touch?
If you ever have any questions about 
OCR qualifications or services (including 
administration, logistics and teaching)  
please feel free to get in touch with our 
Customer Support Centre. 

Vocational qualifications
Telephone  02476 851509
Facsimile 02476 851633
Email vocational.qualifications@ocr.org.uk

www.ocr.org.uk
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? OCR Resources: the small print

OCR’s resources are provided to support the delivery of OCR 
qualifications, but in no way constitute an endorsed teaching 
method that is required by OCR. Whilst every effort is made 
to ensure the accuracy of the content, OCR cannot be held 
responsible for any errors or omissions within these resources.  
We update our resources on a regular basis, so please check the 
OCR website to ensure you have the most up to date version.

This resource may be freely copied and distributed, as long as  
the OCR logo and this small print remain intact and OCR is 
acknowledged as the originator of this work. 

Our documents are updated over time. Whilst every effort is made 
to check all documents, there may be contradictions between 
published support and the specification, therefore please use the 
information on the latest specification at all times. Where changes 
are made to specifications these will be indicated within the 
document, there will be a new version number indicated, and a 
summary of the changes. If you do notice a discrepancy between 
the specification and a resource please contact us at:  
resources.feedback@ocr.org.uk.

Whether you already offer OCR qualifications, are new to OCR, or 
are considering switching from your current provider/awarding 
organisation, you can request more information by completing the 
Expression of Interest form which can be found here:  
www.ocr.org.uk/expression-of-interest

Please get in touch if you want to discuss the accessibility of 
resources we offer to support delivery of our qualifications: 
resources.feedback@ocr.org.uk

Looking for a resource?
There is now a quick and easy search tool to help find free resources 
for your qualification:

www.ocr.org.uk/i-want-to/find-resources/

mailto:vocational.qualifications%40ocr.org.uk?subject=
www.ocr.org.uk
mailto:resources.feedback%40ocr.org.uk?subject=
http://www.ocr.org.uk/expression-of-interest
mailto:resources.feedback%40ocr.org.uk?subject=
http://www.ocr.org.uk/i-want-to/find-resources/
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