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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 and the mark scheme can be downloaded from OCR. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Would you prefer a Word version?  

Did you know that you can save this PDF as a Word file using Acrobat Professional?  

Simply click on File > Export to and select Microsoft Word 

(If you have opened this PDF in your browser you will need to save it first. Simply right click anywhere on 
the page and select Save as . . . to save the PDF. Then open the PDF in Acrobat Professional.) 

If you do not have access to Acrobat Professional, there are a number of free applications available that 
will also convert PDF to Word (search for PDF to Word converter). 
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Unit 2 series overview 

Apart from Questions 1(b), 2(a) and 2(b)(ii), most candidates performed relatively well throughout the 

paper. There is a marked improvement in candidates’ ability to answer the level of response question 

compared to previous sessions, with a good number attempting to provide a justified conclusion. The 

majority of candidates appeared well-prepared for this unit; the case study was well understood and 

accessible. 

Question 1 tests candidates’ ability to review business documents and the associated authority protocol 

that may exist in a business. While Question 1(a) is relatively well-answered and differentiated well; the 

main reason for the lower performance on Question 1(b) is the misinterpretation of the question 

requirements. These will be discussed in more detail below. 

Question 2 contains two in-tray exercises testing candidates’ ability to fill out a credit note accurately 

using information provided and writing a formal letter of apology following a customer complaint. It would 

appear that candidates’ lack of knowledge of a credit note did not affect their ability to fill out the form 

accurately. However, the majority of candidates scored low in the composition of the formal letter; please 

refer to reasons discussed below. 

Question 3 is the only level of response question in which a good number of candidates answered well 

showing good analytical skills. Likely consequences to a business of missing an important deadline were 

generally well understood. A good number of candidates attempted to evaluate this. 

Question 4 tests candidates’ understanding of the minimum standards of professional behaviour that 

employees are expected to follow in a business, as well as the factors to consider when making 

transportation and accommodation decisions. These questions were generally well-answered by the 

majority of candidates. 

 

Candidates who did well on this paper 
generally did the following: 

Candidates who did less well on this paper 
generally did the following: 

• showed good analytical skills 

• answered in context 

• had good knowledge of formal business 
communication 

• interpreted questions accurately. 
 

• did not fully understand the questions asked 

• showed gaps in their knowledge 

• demonstrated poor exam techniques 

• gave vague responses that do not show 
knowledge of topic concerned or case study in 
question. 
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Question 1 (a) 
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Many candidates did not perform well on this question. There were some very good suggestions for 

improvement, but they were too vague to be given e.g., there needs to be options for people to choose 

from. Some candidates simply wrote questions that they thought would be relevant without the 

instructions to add these to the questionnaire in Text 1. Please note for future reference that marks for 

these responses are not given. Candidates who performed well identified the errors/weaknesses in the 

questionnaire contained in Text 1 and suggested how these could be improved. The mark scheme 

requires candidates to specify which questions needed what kind of improvement e.g., Question 2 needs 

to end with a question mark. 

 

Question 1 (b) 

This question was not answered well by the majority of candidates. The question is about why authority 

protocol needs to be followed and not why the questionnaire needs to be checked. Marks for responses 

pertaining to the questionnaire containing errors and what type of errors to look for were not given. 

Correct responses either explain Ben being in the senior position thus having the authority to make 

decisions, or the reasons to avoid a reprint e.g., not wasting resources such as time, money and paper. 
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Question 2 (a) 

Although most candidates recognised the fact that with a refund the customers could spend the money 

somewhere else, they did not explain the benefit to a business of issuing a credit note - Ben will be able 

to keep the revenue already received and so will not have to give it back to the customers. There is a 

context mark for this question which most candidates were not given. 
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Question 2 (b) (i) 

Most candidates scored full marks showing good numeracy skills. The most common mistake being 

getting the unit price for oysters wrong due to not reading the text carefully enough. OFR (Own Figure 

Rule) applies to ‘Subtotal’ and ‘Total credit’ only. 
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Question 2 (b) (ii) 

The majority of responses indicate that many candidates do not know the layout of a formal letter. 

Common mistakes include the position of the date, appropriate salutation for a formal letter and the 

matching complimentary close. While most candidates managed to get the tone of the letter correct i.e., 

apologetic; the content of their letter lacks details required as stated on the mark scheme. A common 

mistake being the use of the word ‘attach’ instead of ‘enclose’ to indicate there is a document 

accompanying the letter. Marks were also lost for spelling the customer’s name and address 

inaccurately. The key to scoring well in a question like this lies in candidates’ ability to include as much 

relevant details as possible, these are often explicitly given in the text. 
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Question 3  

A pleasing performance from the majority of candidates with many achieving Level 4. Most responses 

contain clear chains of argument detailing likely consequences of missing the deadline. A note of caution 

to avoid starting a chain of argument with the business having to shut down or close; this likely 

consequence is better used to end an analysis. To achieve Level 4 candidates are required to have 

identified at least two likely consequences with at least one of these analysed. In order to achieve the top 

mark candidates are reminded to include context in their conclusion, this is an area that requires 

improvement. 
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Question 4 (a) 

This question was well attempted by the majority of candidates who were able to identify two minimum 

standards of professional behaviour as per the categories stated on the specification. However, the mark 

scheme requires responses to state clear positive behaviour required e.g., be on time rather than 

punctuality. Candidates are advised to avoid using the word ‘professional’ in answering the question for 

two reasons; firstly, it is the word being tested in the question and secondly, the word ‘professional’ itself 

is deemed too vague as a qualifier. 
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Question 4 (b) 

A good number of candidates scored full marks giving valid contextual factors that Ben would have 

considered. Candidates are advised to give contextual responses for these lower tariff questions as far 

as possible. 
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Question 4 (c) 

A similar question to Question 4(b) although not as well-answered.  Most candidates knew the factors 

that Ben should take into account when choosing accommodation, however, many did not gain marks for 

answering in context. Again, the advice is to give contextual responses for these lower tariff questions as 

far as possible. 
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