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Introduction
These exemplar answers have been chosen from the 
summer 2018 examination series.

OCR is open to a wide variety of approaches and all 
answers are considered on their merits. These exemplars, 
therefore, should not be seen as the only way to answer 
questions but do illustrate how the mark scheme has 
been applied.

Please always refer to the specification https://www.ocr.
org.uk/Images/170837-specification-accredited-a-level-
gce-business-h431.pdf for full details of the assessment 
for this qualification. These exemplar answers should 
also be read in conjunction with the sample assessment 
materials and the June 2018 Examiners’ report or Report 
to Centres available from Interchange https://interchange.
ocr.org.uk/Home.mvc/Index

The question paper, mark scheme and any resource 
booklet(s) will be available on the OCR website from 
summer 2019. Until then, they are available on OCR 
Interchange (school exams officers will have a login for 
this and are able to set up teachers with specific logins – 
see the following link for further information http://www.
ocr.org.uk/administration/support-and-tools/interchange/
managing-user-accounts/).

It is important to note that approaches to question 
setting and marking will remain consistent. At the same 
time OCR reviews all its qualifications annually and may 
make small adjustments to improve the performance of 
its assessments. We will let you know of any substantive 
changes.

https://interchange.ocr.org.uk/Home.mvc/Index
https://interchange.ocr.org.uk/Home.mvc/Index
http://www.ocr.org.uk/administration/support-and-tools/interchange/managing-user-accounts/
http://www.ocr.org.uk/administration/support-and-tools/interchange/managing-user-accounts/
http://www.ocr.org.uk/administration/support-and-tools/interchange/managing-user-accounts/
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Question 16

Exemplar 1 (High)	 6 marks

Page 8 of 22Print Script

Examiner commentary
This is a very good answer to the first question in Section B. It gets straight to the point by stating a resource limitation (‘not 
having enough funds’) leading to an impact on Michael’s marketing strategy (‘the quality of marketing will be lower’) which is well 
developed at the end of the answer (‘has to be small scale such as local newspapers, rather than…radio or billboards’). The answer is 
clearly contextual throughout.
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Examiner commentary
This second exemplar also focuses on the lack of funds (and its unpredictability) for Michael. The answer is also clearly contextual. 
However, it lacks a clear focus on the actual question, namely the impact on the marketing strategy for the shop. There is a basic 
reference to the difficulty in constructing ‘a decent marketing strategy’ but this is not developed (compare this with the first 
exemplar) and the answer focuses more on issues surrounding the workforce. Better contextual analysis (specifically focused on the 
question) is needed to move this answer up to 5 or 6 marks.

Exemplar 3 (Low)	 1 mark

Page 8 of 22Print Script

Exemplar 2 (Medium)	 4 marks
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Examiner commentary
Some answers focused more on the word ‘marketing’ in the question rather than ‘resources’. This is just one example which starts 
by stating a resource which may be lacking (capital) but does not explain why this is the case or how it will affect any marketing 
strategy. The rest of the answer is not relevant, as it refers to promotional methods. The answer gains just 1 mark for the basic piece 
of knowledge.

Page 8 of 22Print Script
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Question 17

Exemplar 1 (High)	 13 marks

Page 9 of 22Print Script
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Examiner commentary
Questions about motivational methods consistently score less well than we may expect; this was the case with this question. It must 
also be noted that, as can be seen from the mark scheme, each of the three 15 mark questions contain 7 marks of evaluation (AO4). 
Therefore, answers need to contain a significant amount of evaluation, on top of developed analysis, to score well.

This answer starts very well by considering training (knowledge) in customer service (context) which makes staff feel that they are 
better at their job (analysis), so they feel more valued leading to higher motivation (developed analysis). [Note how this is much 
more developed than an answer which just says that more training leads to more motivated workers. Look for the double link – it 
can be a sign of developed analysis.]

A second method, job rotation, is then covered. This is also explained (in context) to show how customer service will be improved 
and (eventually) develops into a good answer, by linking it to the shop not having to turn down donations and the impact this may 
have on reputation.

What lifts this answer into the higher level of marks is that it contains some reasonable evaluation. In the first paragraph it briefly 
mentions a key point, namely that financial methods are not available due to the staff being volunteers. Then at the end of the 
answer, the candidate comes to a reasonable conclusion by saying that a range of methods should be used, but that this range is 
rather limited due to the shop being a charity. 

Ultimately, this answer is very good and could only be improved either with an all-encompassing conclusion which comes to a 
justified judgement about the best method to use, or some attempt to support the evaluative comments made, with reference to 
motivational theories which would have been studied in the course.

Exemplar 2 (Medium)	 7 marks

Page 9 of 22Print Script
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Examiner commentary
This was the most typical sort of answer to this question which contained some good analysis but made no attempt at evaluation.

The first paragraph is a very good start to the question. A method of motivation is outlined in context and then analysis is well 
developed (sense of self pride, leading to good customer service and so more motivated workers). A second method of team 
bonding is then mentioned, but any analysis cannot be rewarded as there is no context at all contained in this discussion. A third 
method (non-financial rewards) is contextual but now there is no analysis attached to this method.

A final method is then discussed, the way in which Michael treats his staff and his ‘understanding’ of them having other jobs. This 
leads to some weak contextual analysis at the very end of the answer.

This answer could have been improved if it just focused on two methods of motivation and then made some attempt at evaluating 
one or both of these methods.

Exemplar 3 (Low)	 5 marks

Page 9 of 22Print Script
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Examiner commentary
This is a weak answer which contains lots of knowledge (non-monetary motivation, job enlargement, job enrichment, training and 
fringe benefits) but only makes an attempt to analyse job enlargement (staff feel more valued so improving customer service). 

There is an unsupported assertion at the very end of the answer which gains one of the AO4 marks.
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Question 18

Exemplar 1 (High)	 9 marks
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Examiner commentary
There were some very good answers to this question and this is a typical exemplar. It is well-structured, with each of the two causes 
of uncertainty containing clear context and a developed piece of analysis.

The state of the economy is the first cause of uncertainty selected and good use of context is made by mentioning how charity 
products are seen as inferior goods. The inability to know what your sales figures will be in the future is a logical piece of analysis 
which is further developed when reference is made as to whether to renew the lease on the shop or how much to pay the 
employees.

The second cause of uncertainty mentioned is not knowing the level of donations (already clearly contextual) and how this will 
affect revenue. This good point is further developed, in context, in the last six lines of the answer.

An answer of this standard is characterised by being in context throughout (it could not really be about any other type of business) 
along with two well-structured pieces of analysis which consider the impact on Help UK.

Exemplar 2 (Medium)	 7 marks

Page 12 of 22Print Script
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Examiner commentary
The most common score on this question was 6 or 7 marks. This exemplar typifies the sort of answer which gained this mark, due to 
a lack of developed analysis.

The two causes of uncertainty are good (social trends and stock levels) and are both in context (more people shopping online and 
random/unpredictable donations). However, looking at the first paragraph, it concludes by saying that it will have an impact on the 
business, but not how (compare this with the first exemplar which refers to the impact on budgets and the leasing decision). 

The second cause of uncertainty scores better, as there is a more developed impact on who to advertise to, so that Michael cannot 
target a specific audience, like other firms do.

More consistent developed analysis (for both selected causes of uncertainty) was needed to score 8 or 9 marks.

Exemplar 3 (Low)	 1 mark

Page 12 of 22Print Script
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Examiner commentary
It was unusual to come across answers scoring 4 marks or less, usually due to them containing no analysis. Another reason for low 
marks was an apparent confusion about what ‘causes of uncertainty’ refers to. This answer begins off topic, as it spends a lot of time 
discussing pricing strategy which is not relevant. The last paragraph does mention ‘local competition’ which is a relevant cause of 
uncertainty but does not say how this will affect Help UK. 
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Question 19

Exemplar 1 (High)	 14 marks

Page 13 of 22Print Script
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Examiner commentary
This question on customer service was marginally the best answered of the three 15 mark questions. This is an excellent answer 
which considers the impact on customer satisfaction and product differentiation. The context is used exceptionally well throughout 
the answer (e.g. a charity needs a good reputation, competition is high, products are homogenous, whether customers care about 
customer service, the role of charities in society). However, there is only one piece of developed analysis, discussing how poor 
customer service may affect Help UK’s donations relative to its competitors. [This is ultimately the reason why this answer scores 14 
rather than 15 marks.]

This answer is especially noteworthy for the large amount of very effective and contextual evaluation. It can first be found about half 
way through the second paragraph, as the candidate questions whether customers are really that bothered about customer service 
when looking for bargains in a charity shop. This leads to effective evaluation at the end of this paragraph, that reputation may 
not actually be harmed by poor customer service. There is then an excellent final paragraph which draws the previous discussion 
together and concludes that other factors (it is a charity helping society) may outweigh the poor customer service and it depends 
on just how bad the customer service is.

Exemplar 2 (Medium)	 10 marks

Page 13 of 22Print Script

Page 13 of 22Print Script
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Examiner commentary
In some ways this exemplar is very similar to the previous one. It contains some reasonable analysis, examining the impact of 
customer sales, market share and the level of donations to the shop. However, only the first of these leads to developed analysis (a 
fall in customer purchases which may ultimately affect revenue and profit). 

Where this answer is less strong is in the amount of evaluation. It is only attempted in the second paragraph, by using the argument 
about whether people buying a low-priced product are that concerned about customer service. 

This is a very typical answer which would benefit from the candidate considering fewer issues, but in more detail, so that evaluation 
can then be a greater focus of the answer.
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Exemplar 3 (Low)	 6 marks
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Examiner commentary
This is a very superficial answer. Although it contains three separate consequences of poor customer service, it only considers a very 
limited impact on Help UK of each of them. In each case, the argument comes to a simple conclusion that the shop’s sales or profits 
will be affected. There is no attempt at all to show any evaluation in the answer.
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Question 21

Exemplar 1 (High)	 11 marks
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Examiner commentary
Few very good answers were seen to this question, about the impact on local stakeholders. Questions about stakeholders are often 
well attempted but do attract many unfocused answers. Even this answer, which was one of the better ones seen, is overly long 
without really showing consistent levels of developed analysis or evaluation.

The first stakeholder discussed is the local community. There is a long discussion which leads to strong analysis about how the 
success of the shop, ‘…will be able to contribute more to local projects’. There is then some basic evaluation by questioning whether 
this will really benefit the local community. The employees are then considered as another local stakeholder, although the analysis 
is limited to a superficial mention of job security and motivation. However, that job security is less of an issue when considering the 
workers in the shop are volunteers and the recognition of this by the candidate is rewarded with further evaluation (AO4) marks. 

Ultimately, this answer does show some consideration of two relevant local stakeholders, but the degree of analysis and evaluation is 
limited and there is no attempt to consider how one stakeholder is affected relative to the other.

Exemplar 2 (Medium)	 7 marks

Page 17 of 22Print Script
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Examiner commentary
This is another example of an answer which scores around half marks due to a lack of detailed analysis or any evaluation, probably 
due to the candidate trying to consider too many separate points.

Five different stakeholders are referenced which is at least two too many. Only one of these (the local council) shows any developed 
analysis, right at the end of the answer (lower business rates for charities meaning the council receives less money than from a 
private sector business). The other stakeholders are considered at a more superficial level and no attempt is made to evaluate.

Exemplar 3 (Low)	 2 marks

Page 17 of 22Print Script
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Examiner commentary
There were few answers which scored less than 6 marks, but this is one of them. A number of stakeholders are mentioned; 
employees, customers, competitors, local residence (sic). [Note that there is no negative marking, so that the mention of 
‘shareholders’ is simply ignored.]

However, the rest of the answer is about the impact on the business (which is not a stakeholder) so no credit, other than the AO1 
marks, can be given. 
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