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Level 4 Diploma in Recruitment Management 
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Past exam paper
Time allowed:  60 minutes

50 marks

· Students are required to answer all questions

· Marks allocated to each unit and question are clearly shown 

· Where appropriate bullet points can be accepted

· Do not penalise students for grammatical/spelling errors

· Annotate the MS where additional, relevant answers are given by students

· Mark in red ink

· Ring totals for each of the questions and transfer to front cover

· Indicate you have seen each and every page by marking in red ink

· Do not add personal comments about student performance

· Alert REC to any suspicion of collusion, dyslexia or other problems

· Keep an independent record of student marks in case of mislaid scripts

· Alert REC to any comments, notes etc., in script from student
1.
Millie has joined a healthcare recruitment consultancy as a team manager and is responsible for leading a team of recruitment consultants on the permanent desk.  Her role is that of a billing manager and one of her objectives is to grow the business and increase revenue and profits over the coming twelve months. In her first month, she wants to gain a better understanding of the business, the market in which it is operating and their clients and candidates. 

a)
Millie decides that she wants to understand what the recruitment consultancy’s current clients and candidates think of the service they have received. What research approach should she take to achieve this? Give two advantages of such an approach.

(3 marks)

A
Qualitative research 








(1 mark)
Award 1 further mark for each of two from the following:
B
Provides in-depth information about people’s motivation to buy



(1 mark)
C
It will help to gain an understanding about how people feel about the service


(1 mark)
D
Can be used as a lead generation activity






(1 mark)
E
Can help build relationships







(1 mark)
R
Accept any other reasonable answer






(1 mark)
AC 1.1, 1.2

b) Millie has found an interesting report on the internet entitled “A Guide to Healthcare Professionals in the South East”, which describes the employment market and typical salaries. Identify this type of data and discuss two limitations of such data.

(3 marks)

A
Secondary data









(1 mark)
1 further mark for each of two from the following:

B
Data has been collected by someone else so may not suit your needs



(1 mark)
C
Can be an issue with definitions or a lack of clarity over meanings



(1 mark)
D
May be out of date








(1 mark)
E
Can be hard to distinguish between statistically valid data and opinion


(1 mark)
R
Any other reasonable answer







(1 mark)
AC 1.2

c) Millie is also keen to understand the competitive landscape in this sector and she chooses the Porters Five Forces model. Identify one of the five categories and give an explanation in relation to the recruitment industry.












(3 marks) 

1 mark for category and up to 2 marks for the explanation up to a maximum of 3 marks:

	Category
	Explanation

	A The threat from established competitors
	AA Who are the competitors? What are their strengths and weaknesses? What services do they offer and at what price?

AR  Accept any reasonable explanation

	B The threat of new entrants
	BB Who is entering the market who may start to target your customers? New agencies, new divisions of established companies

BR  Accept any reasonable explanation

	C The threat of substitute products or services
	CC What alternatives to clients have for hiring staff? Is there a threat from direct channels, RPOs, etc.

CR  Accept any reasonable explanation

	D The bargaining power of customers
	DD Who makes the buying decision? What power do they have? Is it a centralised process?

DR  Accept any reasonable explanation

	E The bargaining power of suppliers
	EE The candidates can be considered as suppliers. What are the high demand skills? What is the candidate sourcing methodology?

ER  Accept any reasonable explanation


AC 1.4

2. Millie has been asked to meet the HR Director of one of their key clients. She has been asked to provide information about the current and future changes in the recruitment industry. Apart from the impact of technology and social media, describe three such changes and how the recruitment consultancy could adapt to these.


(6 marks)

Up to 2 marks for each full answer from the following up to a maximum of 6 marks:

A
Demographic shifts – there is an ageing population leading to a decline in the working age population. The entry of Generation Z into the workplace requires recruitment consultancies to adapt their talent acquisition strategies.








(2 marks)
B
Changes in the nature of work – the trend for employers and employees toward a different, more flexible way of working. Recruitment consultancies will need to ensure they offer more interim careers and flexible working opportunities. 








(2 marks)
C
Outsourcing/RPO – leading to many recruitment consultancies needing to consider their own business model to meet the needs of outsourced recruitment operations



(2 marks)
D
Added value/strategic relationships – customers are increasingly knowledgeable about the services they buy, and their purchasing behaviour is moving away from a transactional, decentralised model to more strategic relationships. Recruitment consultancies need to consider how they add value and manage strategic relationships with clients. Potentially the need arises for international or global relationships.












(2 marks)
E
Next generation recruitment – recruitment consultancies need to consider how to engage with the passive job seeker and build talent communities 






(2 marks)
F
Declining profit margins – recruitment consultancies margins have in the main been declining so the business needs to protect themselves from a further decline by adding value or reducing the cost to serve












(2 marks)
R
Accept any other reasonable answer along with the corresponding adaptation for the recruitment consultancy









(2 marks)
AC 1.3

3. Dillon is a senior consultant working in a recruitment consultancy specialising in the insurance sector across London and the South East. Its clients range from small, independent businesses to global multinationals.  It has a variety of contractual relationships in place with clients, working with some on an ad-hoc basis and with others on a formal Preferred Supplier list.

The consultancy has recently won a new contract with a large insurance broker which forecasts it will hire 50 permanent staff and 10 new temporary or contract workers in the next 12 months.

As part of the contract implementation process, Dillon decides to implement an account management plan for the new account.  

a) Explain your understanding of account management in the recruitment industry.

(2 marks)

Up to 2 marks for a full answer in the spirit of:
Account management is a systematic process for managing relationships with key clients. It involves putting a plan in place to maximise the potential of a client and to ensure the client stays with the recruitment consultancy in the long term.

AC 3.1

b) He starts by researching the client to develop a deeper understanding of its needs and creates a client contact matrix. Outline the next five steps in account management planning.

(5 marks)
1 mark for each answer up to maximum of 5 marks (doesn’t have to be exact wording)

A
Setting goals and objectives for the account 






(1 mark)

B
Putting in place actions to achieve the objectives





(1 mark)
C
Establish the KPIs and financial forecasts






(1 mark)
D
Implement









(1 mark)
E
Monitor, review and amend







(1 mark)
AC 3.2, 3.3

c) Dillon’s account management plan is delivering positive results and he has been asked by his Director to run a training session on the topic.  He is met with cynicism from some of his colleagues and feels it necessary to explain the benefits of account management. Apart from gaining additional market share, greater customer satisfaction and higher customer retention rates, provide three other benefits to the consultancy.

(3 marks)

1 mark for each answer up to a maximum of 3 marks:
A
Higher barriers to competitor entry







(1 mark)
B
Increased effectiveness of business development activity




(1 mark)
C
Increased profitability through selling added value services




(1 mark)
D
Easier to allocate the correct resources to the account




(1 mark)
E
It potentially reduces the cost to deliver through improved productivity 


(1 mark)

and placement ratios


R
Accept any other reasonable answer






(1 mark)
AC 3.1

d) Apart from the consultancy’s highest value clients, describe two types of client that are likely to see the most benefit from the account management process.












(2 marks)
1 mark for each answer from the following to a maximum of 2 marks

A
Clients for whom a complex service is delivered i.e. a RPO




(1 mark)
B
Clients with as yet unrealised potential






(1 mark)
C
A national contract








(1 mark)
R
Accept any other reasonable answer






(1 mark)
AC 3.2

e) One of the critical success factors in creating an account management plan is establishing the goals and objectives together with the actions required to achieve these goals.

For each of the following objectives, provide two specific actions that Dillon could put in place to:

(i)  
Increase market share with client from 24% to 30%

(ii)  
Improve CV to interview ratio from 4:1 to 2:1.

(4 marks)

1 mark up to 2 marks in each column for a specific action from the following, to a maximum of 4 marks:

	Improve CV to interview ratio
	Increase market share

	A  Walk the job to better understand typical job roles 


	A Cross sell permanent and contract staffing to all departments 

	B  Ask for feedback on each CV sent 
	B Visit line managers to ask for recommendations to other departments 

	C  Submit CVs with interview notes
	C Send weekly candidate e shots to all hiring managers 

	
	D  Contact all hiring managers once a month 

	R  Accept any other reasonable answer, as long as it is specific and relevant to goal
	R  Accept any other reasonable answer, as long as it is specific and relevant to goal


AC 3.3

f)  
At the 6-month review with his new client, Dillon asks his client contact, the HR Director, for input into the account management plan. Despite being pleased with the service overall, the HR Director is reluctant to spend any time on helping to develop the plan and says: “it is just a way for your recruitment consultancy to make more money out of us by selling us additional services”. Give three benefits to the client of the account management process.  

(3 marks)

1 mark for each correct answer to a maximum of 3 marks

A
The client will receive higher levels of service and commitment



(1 mark)

B
The client may be designated preferred client status and entitled to receive discounts or enhanced terms and conditions









(1 mark)

C
To ensure there is continuity of the key person from the recruitment consultancy leaves














(1 mark)

D
To explore ways in which the service can be tailored to their needs



(1 mark)
R
Accept any other reasonable answer in relation to client benefit



(1 mark)
AC 3.3

g) Dillon’s overall goal with his client is to gain market share. What type of growth strategy is this?
(1 mark)

Award 1 mark for the following:
A
Market penetration








(1 mark)
AC 3.4

h) Identify one other typical growth strategy used by recruitment consultancies.

(1 mark)

1 mark for an answer from the following:

A
Product development








(1 mark)
B
Market development








(1 mark)
C
Diversification









(1 mark)
AC 3.4 

4. Roberto is the Sales Director for a recruitment consultancy in the North West that places engineering and construction staff into global organisations throughout the UK.  It is on the PSL of several major clients and works with many other clients on a regular, yet uncontracted, basis. During a strategic review of the business, the directors have ascertained that they are receiving fewer vacancies, as many of their clients have started using direct channels of recruitment, reducing their reliance on agencies. The directors have tasked Roberto with developing a programme of added value services to win back some of the customers who are using direct channels for recruitment.

a) Define what is meant by added value services and provide one potential disadvantage of providing such services in the recruitment industry.

(3 marks)

Up to 2 marks for a definition of added value in the spirit of the following:

Value add means the ability to take the relationships with clients to a higher level of efficiency, client satisfaction and financial return by creating, enhancing and effectively articulating an added value proposition 

OR

Providing the client with greater value than the perception of the cost of the service

1 mark for a disadvantage from the following list:

A 
Additional revenue may not cover the costs of the services provided



(1 mark)
B
Clients may reject a deal which has added value services built in and ask for the costs to be removed changing the profitable deal into a loss-making contract




(1 mark)
R
Accept any other reasonable answer






(1 mark)

AC 2.1

b) Apart from differentiating the service from direct recruitment channels and other competitors, give three reasons why it is important for recruitment consultancies to have a compelling added value proposition.

(3 marks)

1 mark for each answer, to a maximum of 3 marks:

A
To justify margins and maintain current levels





(1 mark)
B
To improve client loyalty








(1 mark)
C
To increase revenue from providing added value services which are chargeable


(1 mark)
R
Accept any other reasonable answer






(1 mark)
AC 2.2

c) Describe how segmenting his customer base may help Roberto assess which added value services to offer to which clients.

(2 marks)

Up to 2 marks for a full explanation incorporating the following:

Segmenting customers or grouping customers together helps define what added value services can be offered as not all customers behave in the same way and will respond to different added value propositions. It will help the recruitment consultancy to understand what the customers really want in different sectors and offer appropriate added value services.

AC 2.3

d) Roberto has secured a meeting with one of his clients who has not used his services for some months, saying that using direct channels to source permanent staff is “cheaper, faster and more effective”. He is not interested in enhanced vetting or psychometric profiling as he handles this in-house.  

Discuss four other added value services that Roberto could offer for the recruitment of permanent staff.

(4 marks)

1 mark for each answer from the following up to a maximum of 4 marks:

A
Assessment centres








(1 mark)

B
Induction and onboarding








(1 mark)
C
Campaign management/managing advert response





(1 mark)
D
Salary surveys/benchmarking







(1 mark)
E
Job description advice








(1 mark)
R
Accept any other reasonable answer associated with permanent staffing


(1 mark)
AC 2.4
e) Apart from winning new business and providing a financial benefit, explain two ways in which added value services can bring a non-financial benefit to Roberto’s recruitment consultancy.
(2 marks)

1 mark for each answer from the following, up to 2 marks:

A
Quality and depth of relationship







(1 mark)
B
Competitive advantage in tender process/better win rate of tenders



(1 mark)
C
Staff motivation – added value services bring greater variety to recruiters’ role 


(1 mark)
R
Accept any other reasonable answer






(1 mark)
AC 2.5
(Total: 50 marks)
END OF QUESTIONS
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