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Level 3 Cambridge Technical in Business - Unit 15 - January 2025 Examiners’ report

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 Teach Cambridge.

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 15 series overview

Candidates generally performed well during this series, making good use of the material in the resource
booklet. Many candidates demonstrated a good understanding of unit content and were able to apply
this to the scenario of a small charity seeking to expand nationally. Most candidates were able to
demonstrate good exam technique, providing well-structured answers to each question on the paper.
The majority of answers used evidence from the resource booklet effectively to support their answers.

Candidates who did well on this paper Candidates who did less well on this paper

generally: generally:

¢ used relevant theory as the basis for their ¢ did not demonstrate sufficient understanding of
answers to each question the operation of a charity business, in

particular when using references to revenue

e were able to relate their answers to the context and profit as analytical points

of a small charity seeking to expand nationally

¢ did not demonstrate a good understanding of
the material in the resource booklet, making
simple errors such as suggesting that the toy
library sells toys.

¢ made selective quotes from relevant sections
of the resource booklet to support their
answers

e made appropriate analytical comments that
are relevant to a charity relating to issues such
as costs, business reputation and productivity.

This paper was split into two sections. The first section contained Question 1, which related to Resource
A. This dealt with the pre-change phase. The second section contained Question 2 which related to the
post-change phase. As in previous series, the paper contained three 16-mark extended writing items,
two of which were part of Question 1, and the third was part of Question 2. Each of these questions
required students to demonstrate analysis and evaluation. While candidates were often able to
accurately analyse issues in Questions 1 (d) and 2 (a), Question 1 (c) proved more challenging, with
many candidates using models such as Kolb’s change management model as the basis of their answer,
rather than referring to the elements of a change plan. Most candidates were able to steadily accrue
marks throughout the paper, earning some marks for each question.

A solid grasp of key concepts is essential to success

Some candidates clearly had knowledge of different aspects of change management but were unable to
demonstrate understanding by applying concepts to the data in the resource booklet. For Question 1
(a), some candidates were able to name drivers of change, but did not recognise that they were
relevant to the data provided. For Question 1 (c), many candidates could name elements of a range of
different change management models, but did not recognise that these were not part of a plan for
managing a change, which is a separate piece of content in the specification.
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Question 1 (a)

1 Use Resource 1.

(a) Describe two drivers of change at Carma Play.

Questions 1 (a), (b), (c) and (d) related to resource A, in keeping with the approach taken in previous
papers. This will remain the case for future papers, and it is important that candidates use the correct
resource material to support their answers, as not using the right resource will limit their ability to earn
marks. A small minority of candidates referred to resource B data in their answers to elements of
Question 1, which usually meant that they were not able to earn any marks.

Overall, Question 1 (a) was answered well, with most candidates able to correctly identify at least one
driver of change based on the data in resource 1. Some candidates wrote very long answers to this
question, which tended to be unnecessary. This question required two elements to gain each pair of
marks. Firstly, the accurate identification of a driver of change, secondly, a contextual point.

Misconception

A small number of candidates wrote detailed answers which attempted to analyse the impact
of the economic and market factors that appeared in the resource booklet. This went far
beyond the demands of the explain command verb. Candidates should be mindful of the level
of detail that is required for different types of question so they do not expend more time than
they need to on a specific item.
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Exemplar 1
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In the response shown, the candidate has gained 4 marks for highlighting two relevant drivers of change
and, in each case, using a relevant guote from the case study to support their answer.
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Question 1 (b)

(b) Explain one barrier to change that may have led to some of the volunteers not supporting the
change.

This question required candidates to identify a relevant barrier to change and use data from the resource
booklet to support an explanation of the barrier. Most candidates were able to correctly identify a
relevant barrier to change, with stakeholder fear being a particularly common answer. Answers to this
question sometimes went into too much detail with candidates attempting to analyse the barrier to
change that they had identified. In order to achieve two marks for this question, candidates simply
needed to name a relevant barrier to change and then include a relevant reference to the material in
resource A to support their answer. No further explanation was needed.

In the exemplar response, the candidate has correctly identified stakeholder fear as a barrier to change,
earning one mark. They have then linked this correctly to the data from the case study, noting that this is
because they have not been told enough about the change, earning a second mark. The candidate then
goes on to elaborate on why this will create fear, although this additional explanation is unnecessary.

Misconception

A common error in responses to this question was to confuse stakeholder fear or a lack of
agreement with stakeholder inertia. Candidates should be aware of the differences between
the different barriers to change and should be able to recognise the difference between
descriptions of each.
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Exemplar 2
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In the response, the candidate has correctly identified stakeholder fear as a barrier to change, earning
one mark. They have then linked this correctly to the data from the case study, noting that this is
because they have not been told enough about the change, earning a second mark. The candidate then
goes on to elaborate on why this will create fear, although this additional explanation is unnecessary.
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Question 1 (c)

(c) The directors of Carma Play have agreed that it would be helpful to create a plan of action to
ensure that the change is managed successfully.

Analyse four actions that should be taken to plan for and manage this change.

Which of these actions is likely to be most important for the success of the change?
Give reasons for your answer. [16]

This question required candidates to analyse the actions that should be included in a plan to carry out
the implementation of Carma plays national postal service. Most candidates were able to correctly
explain two or more relevant answers with most attempting to analyse those actions. In some cases,
candidates were unable to achieve analysis marks due to using generic analytical statements, for
example, by suggesting that training volunteers would lead to a reduction in profits for the business. In
cases such as this, candidates did not fully understand the difference between a charitable organisation
and a commercial business.

Many candidates were able to correctly analyse one or more relevant actions, and many attempted to
evaluate these actions by highlighting one that they felt was more significant, for example by stating that
reviewing stakeholders feedback was the most important. Where candidates gave a reason for their
choice of most important action they were often able to give an argument to show why this might be the
case. While many candidates attempted to evaluate their answers, few were able to gain full marks for
this skill as they omitted two important points — firstly, they did not contextualise their evaluation with a
reference to, for example, toys or volunteers. Secondly, they did not reject an action that they felt might
be less important. For example, by suggesting that appointing a change champion might be less
important than creating and communicating a vision for change as, without a vision for the change, the
change champion will have nothing around which to build the enthusiasm of volunteers.

One common error made by students was to use a change management model such as Kolb’s 3 stage
model as the basis for their answer. A significant minority of students wrote in abstract about the need to
unfreeze and refreeze the business. While these answers may have correctly analysed Kolb’s theory,
they did not contain concrete actions that might have been relevant to a plan for implementing the
change to offer a postal service for customers of Carma Play.

Misconception

A number of candidates included actions such as carry out market research or run special
offers to attract customers. When writing about a plan for the implementation of a change,
answers should relate to activities within the business, relating to the implementation of the
change. Answers that relate to the initial planning of the change, such as market research, or
relating to the promotion of the business, such as carrying out advertising, are not valid
answers as they do not relate to the implementation of the change within the business.
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Exemplar 3
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-----------------------------------------------------
........................................................................
....................................................................................................................

.................................
.........................................................................................................................

In the response provided above, the candidate has been awarded 9 marks because they have been able
to correctly analyse one aspect of a plan to implement the change. In the first paragraph, they have
explained how the business can consult with stakeholders but have not shown a business impact. In the
second paragraph they have analysed the issue of setting aims and objectives by showing how doing so
will increase productivity for Carma Play. In the third paragraph, they have explained why training is
necessary but have not shown how this will impact the business beyond a vague reference to packages
being of a good standard.
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Question 1 (d)

(d) Evaluate possible impacts of the change on Carma Play’s physical resource needs. [16]

This was the second 16-mark question on this paper. Candidates were able to identify a range of
different physical resource needs that would be created by the change. Answers such as the need to
create extra parking, create a packing room or obtain machinery for packaging and labelling were
common correct answers. A significant minority of responses highlighted other types of resource needs
such as human or financial. These points were not awarded marks as they did not relate to physical
resource needs.

Many answers correctly explained the impact of physical resource needs but were not able to gain
analysis marks as they used generic references to profit or revenue as the basis of their analysis. As the
context of this paper was a charitable organisation, these were not valid analytical points and as such
analysis marks could not be awarded. Another common error that prevented candidates from achieving
analysis marks was to develop their answer in relation to the impact of the physical resources on
volunteers or on clients of Carma Play. In order to achieve Level 3, answers had to show a business
facing impact of the physical resource needs. For example, buying packaging materials would increase
the costs to the charity, while turning the staffroom into a packing area without giving volunteers space to
rest would reduce motivation and therefore reduce productivity. Not showing the impact of the resource
needs on Carma Play meant that answers were considered explanatory rather than analytical and thus
were only awarded up to 8 marks.

Overall, candidates who did well on this question tended to analyse the impact of two or more physical
resource needs, showing how those needs would impact Carma Play, before indicating which physical
resource need was likely to have the greatest impact on the charity. The best answers also made a
judgement about why another physical resource need was less significant. A small minority of responses
made evaluative comments that were in context, but using key words such as toys or volunteers, making
their answer specific to the issues raised in resource A.

Misconception

Many candidates wrote about resources other than physical resources. Answers relating to
human resources were a common wrong answer, with many candidates explaining that the
charity might need more volunteers. Unfortunately, volunteers are not a physical resource and
while it may be true that more of them might be needed, responses that did not consider the
implications of this for physical resources such as the amount of parking needed or the size of
the staffroom were not awarded marks.
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Exemplar 4

In the exemplar response, the candidate was awarded 10 marks because they were able to analyse two
physical resource needs accurately. Their answer linked the purchase of labelling machines to one
business facing impact — higher costs, and also linked the purchase of cardboard to package toys to
concerns about sustainability, which is then linked to another relevant business facing impact — a
damaged reputation. The candidate is not able to achieve marks in the highest mark band because they
have not made a reasoned judgement as to which physical resource need is more important.
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Question 2 (a)

2 Use Resource 2.
(a) Analyse the unresolved issues that the directors need to address.

Recommend which one of these issues it is most important to address. Give reasons for your
answer. [16]

This was the first question on this paper which required candidates to use resource 2 to support their
answer and was the final 16-mark item on this paper. This was answered well by candidates with a
majority able to analyse at least one unresolved issue, and most able to correctly identify three or more
unresolved issues from the data in the resource booklet. Candidates tended to focus on issues such as
the complaints received about the condition of the toys in the library, the lack of age appropriate toys
available, the feedback from clients about the social aspect of the service being lost or the concerns
raised by volunteers. In many cases, these issues were linked to a negative impact on the reputation of
the charity, allowing candidates to achieve 9 or more marks. Most responses analysed the issues
effectively and many attempted to evaluate their arguments by highlighting one which they considered
more important than others.

Not all candidates who attempted to give an evaluation of their arguments was able to achieve the higher
mark bands for this question because their response did not justify their selection of the most important
issue. For example, candidates may have simply stated that the condition of the toys being lent out was
the most important issue without indicating why this was the case — had they, for example, linked this to
the impact on the reputation of the charity and the risk that this would potentially reduce the number of
donations being received, they might have been able to achieve marks in the higher mark band.

A small minority of candidates used resource A as the basis for their answer, referring to the drivers of
change or barriers to change, such as stakeholder fear or the rise in unemployment locally and nationally
as the basis for their answers. While some of these answers were well analysed, none could be awarded
any marks as they did not relate to the correct data. Centres should ensure that candidates know that
Question 2 relates to resource B and that the data from resource A should not be referenced in their
responses to any part of Question 2.

Assessment for learning

Contextualising evaluation points is essential to achieving higher marks for evaluation, as is
selecting important issues and rejecting less important issues. Candidate should have the
opportunity to practise identifying issues in unseen data and indicating which issues are more
or less important, along with giving a justification for their choices.
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Exemplar 5
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In the response provided, the candidate has analysed three physical resource needs. They have done
this in detail and have shown a good understanding of the different unresolved issues highlighted in
resource B. the candidate has been able to achieve 15 marks for this answer because, alongside their
analysis they have also provided a strong justification for the motivation of staff being the most important
unresolved issue relating to the change, highlighting the fact that this will impact on productivity and
contextualising their answer with a reference to borrowing of toys and donations of toys.
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Question 2 (b)

(b) Carma Play has received negative publicity for losing its original focus on providing toys for
children in the local community. The directors have now decided to restrict the postal delivery
service to those who live within 25 miles of the toy library. Some of the volunteers do not agree
with this.

Name any two steps in ‘Kotter’s 8 Step process for leading change’. For each of these steps,

describe one action that the directors of Carma Play could take to help manage this change
successfully.

This question required candidates to name two steps from Kotter's model. They then needed to describe
an action which would allow that step to be achieved. While many candidates were able to correctly
name steps from the model, few were able to explain how this could be implemented. For example, after
naming ‘create urgency’ as a step, candidates tended to explain what creating urgency meant or why it
was important rather than showing how this could be done.
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Assessment for learning

Differentiating between explanations and examples is important to success on this paper.
Candidates should be able to recognise which one a question asks for, and to provide one or

the other for different pieces of content from the specification.

When contextualising a response, it is important not to just repeat words from the question.
Therefore candidates cannot use these terms alone, to contextualise their answer.
Candidates should have an opportunity to practise contextualising their answers without
repeating key words from the question.
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One common error on this question is illustrated in the example response. The candidate has written the
word ‘Coalition’ rather than giving the name of the step from Kotter's model. This was not awarded any
marks. The development that follows cannot be awarded any marks as the candidate has not correctly
named a step from the model. For their second step, they have achieved a mark, by naming the ‘create
wins’ stage of Kotter's model. The candidate has then attempted to give an action, by talking about the
need to create aims and objectives, which is relevant to the issue, but does not answer the question —
the candidate has not shown how the directors of Carma Play could actually create wins for volunteers at
the charity and so this cannot be awarded a mark.
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