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INTRODUCTION

This is a guide for teachers so that you can see how we mark work for Cambridge Technicals.

The guide contains exemplar candidate work for this unit and covers learning outcome 1 graded at a pass, merit and distinction and
learning outcome 2, graded at a pass and a merit.

The accompanying commentary explains why the work was awarded that grade. Additional guidance has been added to suggest
improvements that could be made in order to achieve a higher grade.

Reproduction of candidate work

The candidate’s work within this document is reproduced for free of charge distribution to teachers in order to help them prepare
candidates for examinations. The work has been reproduced as submitted by the candidates, although, names, logos and third-party
copyright material have either been removed or replaced. However, if the work does contain third-party copyright material which we
are unaware of and you are the owner of the material, please contact the Resources Team at OCR: resources.feedback@ocr.org.uk

Model Assignments
Model assignments are available for the following units from the link below:

http//www.ocr.org.uk/qualifications/vocational-education-and-skills/cambridge-technicals-business-level-3-certificate-extended-
certificate-foundation-diploma-diploma-05834-05837-2016-suite/?qualtype key=cambridge-technicals

Unit 4 — Customers and information

Unit 5 — Marketing and market research

Unit 6 — Marketing strategy

Unit 7 — Marketing campaign

Unit 8 — Introduction to human resources

Unit 11 — Accounting concepts

Unit 12 - Financial accounting

Unit 13 — Management accounting

Unit 16 — Principles of project management

Unit 17 — Responsible business practices

Unit 19 — International business

Unit 20 — Business events

Unit 22 — Delivering a business project

Plagiarism

Work must be free from plagiarism. Plagiarism is the submission of someone else’s work as your own and/or failure to acknowledge a
source correctly. Plagiarism makes up a large percentage of cases of suspected malpractice reported to us by moderators. You must
make sure you don't accept plagiarised work as evidence.

In line with the policy and procedures of JCQ on suspected malpractice, the penalties applied for plagiarism would usually result in
the claim not being allowed.

Plagiarism often occurs innocently when learners don't know that they must reference or acknowledge their sources, or aren't sure
how to do so. It's important to make sure your learners understand:

the meaning of plagiarism and what penalties may be applied
that they can refer to research, quotations or evidence produced by somebody else but they must list and reference their sources
quoting someone else’'s work, even when it's properly sourced and referenced, isn't an indication of understanding.

The learner has to‘do’something with that information to show they understand. For example, if a learner has to analyse data from
an experiment, quoting data doesn't show that they understand what it means. The learner has to interpret the data and, by relating
it to their assignment, say what they think it means.
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LO1 Understand who customers are and their importance to
businesses - Pass
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Commentary

Why the work met the criteria

P1:The teaching content for 1.1 and 1.2 provides learners with a framework to discuss the different types of customer for a specified
business as well as what influences their behaviour. The evidence makes use of this framework, identifying a number of different
customer types and offering a brief explanation of factors influencing their behaviour. The explanations are relevant to the specified
business. This gives the evidence focus and enables the criterion to be met despite the relatively brief explanations provided.

P2:To achieve P2 learners need to describe how a specified business has responded to the differing needs of its customers. The
teaching content for 1.3 focuses on actions an organisation can take to manage the competing needs of its customers are well as
specific actions it can take to respond to individual customer needs. This evidence attempts to address both aspects and although
weak, the criterion has been met. A weakness of the evidence is that it occasionally contradicts itself (e.g. it asserts that the leisure
centre treats everyone equally then provides an example of how it will attempt to meet the needs of loyal customers over those of
new customers). The assessment criterion has the command word ‘describe’and so an explanation of why the organisation takes these
actions is not required.

P3:To achieve P3 learners need to explain the customer services provided by the business and how each area of the business has
responded to the need to provide customer service. The actual areas of the business covered will depend on the activities of the
business, it is not necessary to consider functional areas if the business does not organise by function. The evidence here considers
each area of the business in turn and then explains the customer services provided by that area, for example by explaining how the
activity meets the needs of customers. The explanations are detailed and specific to each area of the business.

How the work could be improved/strengthened

The extent and depth of the explanations offered is relatively brief. The learner should be encouraged to think analytically by exploring
both operational and financial impacts of the activities they have described and explained in P2 and P3. They should be shown how to
develop analytical chains of argument. These skills would then be applied when responding to the M1 task.

Other resources that may be useful

www.instituteofcustomerservice.com

Customer Service Pocketbook: https://www.amazon.co.uk/Customer-Service-Pocketbook-Sean-McManus/dp/190661055X/ref=sr 1 1
77s=books&ie=UTF8&qid=15252729828&sr=1-17&keywords=customer+service

Alternative formats that the work could be produced in
P1 could be produced as a guide to support the induction of new customer-facing employees.

P2 and P3 could be in the form of a briefing guide for local small business owners, using the learner’s chosen business as a case study.
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LO1 Understand who customers are and their importance to
businesses - Merit

Commentary

Why the work met the criteria

The relevant command word for M1 is analyse. To analyse the benefits to a business we should expect learners to develop chains

of argument connecting together improved customer service with its impact on the operations of the business and its financial
performance. For example improved customer service can result in fewer complaints, resulting in fewer staff and resources needing

to be devoted to investigating them and reporting back to the customer. A reduction in such complaints can therefore result in fewer
investigations resulting in fewer staff needed to conduct them. This would reduce business overheads and so help to increase profits.
The learner’s evidence provides some reasonable analysis of the impact of improved customer service on the business’financial
performance but the impact on its operational activities is less developed. Similarly, the analysis of the benefits to its customers is
weak. Overall the criterion has been met but to improve further, the evidence should address in more detail the operational impact on
the business and how this then results in improved financial performance (profits). Also, the evidence needs to analyse the benefits to
the customer in greater detail, for example in less time spent making complaints, less time in future seeking out new suppliers etc.
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How the work could be improved/strengthened

The learner has a reasonable understanding of the financial impact of business actions. They should be taught how to make a
‘business case'by making plausible recommendations for improvement in business performance and justifying them by exploring
their operational and financial implications. This can then be applied when responding to the task for D1.

Alternative formats that the work could be produced in

M1 could be in the form of a briefing guide for local small business owners, using the learner’s chosen business as a case study.
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LO1 Understand who customers are and their importance to
businesses - Distinction
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Commentary

Why the work met the criteria

The relevant command word for D1 is recommend. This means that the recommended improvements should be appropriate (e.g.
based on evidence of a current issues) and also justified (e.g. an explanation as to how the recommended change will result in
improvements to the business). In making these justifications learners should consider both the operational as well as the financial
impact on the business. This evidence makes three recommendations. All three are appropriate and are justified well, however only
the first two are improvements to customer service. The third is a recommendation for a new service the business should provide, not
an improvement to existing customer service provision. The first two recommendations are sufficient to enable the criterion to be met.
It would be better had the learner not confused customer services with services offered to the customer.

Alternative formats that the work could be produced in

D1 could be produced as a briefing/proposal for senior managers/directors/owners of the business.
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LO2 Understand how to communicate with customers - Pass
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Commentary

Why the work met the criteria

To achieve P4 there must be an assessment of written communications in terms of their form content and layout. In this instance three
communications have been covered. In the case of the email, the centre has generated an example of both a good and poor response
to a customer query and the learner has assessed each in terms of its content. Across the three documents form layout and content
are all assessed and the learner has made appropriate judgements about each document.

To achieve P5 there must be a description of the corporate standards and corporate profile of the business. The importance of

these to the business must then be explained. The teaching content for corporate standards emphasises the visual look of written
communications and the evidence here describes these well. Corporate profile is not defined by the teaching content but can be
thought to consist largely of the image of the business that the organisation wishes to create in the minds of the public. For example
the corporate profile of an airline targeting leisure travellers is likely to be different from one targeting business travellers. The evidence
here focusses mostly on corporate profile and this is covered well. There is also a reasonable attempt to describe the corporate profile
of the business but this aspect could be more developed. Overall there is a reasonable attempt to explain their importance to the
business.

How the work could be improved/strengthened

The evidence for P4 could be improved by explicitly covering form, content and layout for each document.
For P5 the evidence could be improved by a more specific focus on discussing corporate profile.

Other resources that may be useful

Business Communication, Peter Hartley: https.//www.amazon.co.uk/Business-Communication-Peter-Hartley/dp/0415640288/ref=sr_1
12?s=books&ie=UTF8&qid=15259507208&sr=1-12&keywords=business+communications

A Quick Guide to Writing Better Emails (Better Business Communication), Heather Wright: https.//www.amazon.co.uk/
Writing-Better-Emails-Business-Communication/dp/151755652X/ref=sr 1 17?s=books&ie=UTF8&qid=1525950720&sr=1-
17&keywords=business+communications

The Business of Being Social: A practical guide to harnessing the power of Facebook, Twitter, LinkedIn, YouTube and other social media
networks for all businesses: https.//www.amazon.co.uk/Business-Being-Social-harnessing-businesses/dp/1780591454/ref=sr 1 6?s=b
00ks&ie=UTF8&qid=1525955135&sr=1-6&keywords=business+social+media+management

Alternative formats that the work could be produced in
P4 could be produced as a guide for new employees. It could be written as a House Style guide for a new or existing organisation.

P5 could be a set of training materials for new employees, to help them reflect on existing communication practices. It could be a
report for an existing small business-owner, advising them on improvements they could make to their existing communications.
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LO2 Understand how to communicate with customers - Merit
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Commentary

Why the work met the criteria

For M2 evidence must explain how the corporate profile of the selected organisation is managed. There needs to be a discussion

of the internal actions that the business takes to control the image that the wider world sees of the organisation. This could include
discussion of how style guides are used or how communication channels are managed. The evidence here focusses on how messages
are controlled both by having a social media policy and also by ways in which its own social media accounts are limited to specific
named users within the organisation. The evidence, although relatively brief, does explain how these actions help to manage the way
that the business’ profile is presented in various media.

How the work could be improved/strengthened

The evidence could be improved by considering a wider range of actions that the organisation takes, for example by explaining the
role of house-styles and style-guides.

Alternative formats that the work could be produced in

M2 could be written as a briefing guide for local entrepreneurs, explain how and why they should manage their media profiles.
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