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Understanding People Management in Recruitment – Past exam paper 

Level 4 Diploma in Recruitment Management 

RECTC 4-8 – Understanding People Management in Recruitment

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. Fraser is the owner and director of a recruitment business servicing the construction sector. He set up the company four years ago and has seen year on year growth, leading to the business employing five staff. Despite being delighted with the success of the business, Fraser has found it increasingly difficult to manage the workload and is routinely in the office until 10pm, which has prevented him from pursuing his various hobbies.   

a) Fraser searches online for techniques to help him asses his work-life balance and encounters the ‘Wheel of life’ tool. 
Describe the ‘Wheel of life’ tool and how it is used.












(3 marks)

Award 1 mark for a description in the spirit of:

A
The wheel of life is a circle divided into criteria reflecting different areas of life


(1 mark)

Award up to 2 further marks for uses from the following:

B
The person completing the wheel of life rates their satisfaction with each area 


(2 marks)


of life is rated on a scale of 1-10.





C
By analysing the resulting dimensions, the person completing the wheel can 


(2 marks)


clearly see where they spend the majority of their time/energy.
D
This enables an individual to assess where changes can be made to obtain 


(2 marks)

a better work-life balance and become a more rounded individual




R 
Any other reasonable answer




           


(2 marks)

(AC: 5.4)

b) Fraser begins looking for ways to redistribute his time but finds that lots of the advice available regarding work-life balance focuses on combatting stress. Fraser is adamant he is not suffering from stress, as he has none of the physical signs.

According to the International Stress Management Association UK, aside from physical signs, what are the three other categories of stress indicators?











(3 marks)

Award up to 3 marks from the following:

A
Psychological 






           


(1 mark)

B
Emotional






           



(1 mark)

C
Behavioural






           


(1 mark)

(AC: 5.5)

c) Fraser decides he needs to explore ways he can reduce his workload. He assesses his daily activity by breaking his tasks down into the four categories of the urgent/important matrix.
Name and explain two of the categories within the urgent/important matrix.












(4 marks)
Award up to 4 marks overall. Award 1 mark for naming the category and a further mark for a relevant explanation (up to two marks).

A
Urgent and important tasks.




        


(1 mark)

AA
These are business critical activities. These can include meetings, 



(1 mark)


complaints and emergencies. Managers should drill down elements 


of the task that are critical and look at what can be delayed or delegated.  






B
Not urgent but important.




          



(1 mark)

BB
These tasks can affect the future of the business. They can include personal 


(1 mark)


development and networking. These should be planned appropriately 


and completed properly. If ignored, these can move in to the urgent and important 


section, so best not to delay.

C
Urgent but not important.




           



(1 mark)

CC
These can be activities that do not produce results and can be time-wasters,


(1 mark)


They can be delegated, or re-scheduled.

          







D
Not urgent and not important.




           


(1 mark)

DD
These should be avoided in the short-term as they can often be distractions. 


(1 mark)


They can include tidying the office or filing. These should be delegated 


where possible. Ensure they are completed at some stage to avoid moving to another category.


(AC: 5.2, 2.5)

d) Fraser identifies his favourite tasks, those involving candidate or client interaction, and then explores ways to delegate everything else. As he works through the list of tasks, he realises that many of the remaining tasks are actually not suitable for delegation. 

Give a more effective, alternative approach for deciding which tasks are not suitable for delegation.      
     
(2 marks)

Award up to 2 marks for answers in the spirit of:

A
Fraser could identify tasks that are high level or confidential and can only be


(2 marks) 

completed by him, avoiding tasks in areas such as team management, continuous


improvement and staff reviews/development
B
Fraser could use the BALM method, breaking down the tasks, analysing the 


(2 marks) 


competencies, listing the competencies of each team member and matching the 


tasks to individuals,      

R
Any other reasonable answer







(2 marks) 

(2.5 & 5.1, page 75 of 91)

e) Fraser decides to delegate some of his tasks to Magda, a senior consultant within the team. Magda is excited, seeing this as a way to develop her skillset, but is worried that she has no experience of some of the tasks. Fraser promises to coach her over the coming months, until she is comfortable undertaking the tasks on her own.   


Suggest one coaching model that Fraser could follow to help Magda achieve this objective.











(1 mark)

Award up to 1 mark, from one of the following:

A
The GROW Model





           



(1 mark)

R
Any other reasonable answer







(1 mark)

(AC: 1.4)

2. Julia is a senior recruiter who has spent the last year following a development plan to become a recruitment manager. As part of the plan, Julia’s mentor asks her to read several reports, including the REC’s ‘Seven Secrets of Successful Recruitment Managers’, which outlines the behaviours and qualities possessed by top managers in the recruitment industry.

a) Other than demonstrating a high level of skill in recruitment (being on top of the game) and managing the process efficiently (oiling the machine), give two qualities possessed by top managers outlined in the report.











         
    
(2 marks)

Award up to 2 marks, in the spirit of two of the following:
A
Keeping close track of financial performance – making sure you deliver the goods. 

(1 mark)

B
Understanding what motivates people – knowing how to tell the story.
 

(1 mark)

C
A readiness to engage in both learning and teaching – passing on skills to staff.


(1 mark)

D
Setting a clear and powerful strategic vision – plotting a course.      



(1 mark)

E
Constantly building and renewing self-knowledge – facing the truth 



(1 mark)


(about themselves).






          



(AC: 1.1)

b) Julia is also asked to read French and Raven’s study titled ‘The Five Bases of Power’, which demonstrates a link between leaders and power. 

Give two of the five types of power discussed in the study.














(2 marks)

Award up to 2 marks, for 2 of the following:

A
Legitimate






 

        
(1 mark)

B
Reward





           




(1 mark)

C
Expert







         


(1 mark)

D
Referent





        




(1 mark)

E
Coercive






        



(1 mark)

(AC: 1.2)

c) Julia enjoys researching business theory and is particularly interested in the work of Dr David Sirota. 
After reading his study ‘The Three Factor Theory of Human Motivation’, Julia learns that Sirota believed managers need to consider three key principles in order to motivate employees.  Give two of these principles.











(2 marks)

Award up to 2 marks, from 2 of the following:

A
The organisation’s goals are not in conflict with the employee’s goals



(1 mark)

B
Employees have basic needs that employers should try and meet



(1 mark)

C
Staff enthusiasm is a source of competitive advantage

           


(1 mark)

(AC: 1.3)

3. Hui Yin manages a team of two staff within a medium-sized recruitment business. Following a slump in

sales, she has been told by her Managing Director, Murray, that the business will be introducing more rigid performance management processes. Hui Yin feels this will be a pointless exercise, as she works so closely with her team.
a) Other than detecting and eliminating barriers to effective performance, give two benefits of conducting regular appraisals.














(2 marks)

Award 1 mark each, for up to 2 of the following:
A
Picking up dissatisfactions that would otherwise lead people to leave



(1 mark)

B
Focus people’s efforts in the right direction






(1 mark)

C
Motivate people to work towards important goals





(1 mark)

D
Help them develop skills and competencies necessary to achieve future objectives

(1 mark)

E
Celebrate individual / team success




           


(1 mark)

R
Any other reasonable answer




       
   
 
(1 mark)

(AC: 3.2)
b) Hui Yin asks Murray for some guidance on what she should cover in the appraisal meeting.

Other than reviewing whether objectives have been achieved and if not, the reasons for this, give two areas that Hui Yin should cover in the appraisal.















(2 marks)

Award 1 mark each of two from the following:

A
Competence, is the individual performing under, in line with, or above 



(1 mark)


the requirements of the role?

B
Training, has training or coaching taken place? What planned 



(1 mark)


development activities would benefit the individual?

C
Actions, what future objectives and actions are agreed between the line manager 

(1 mark)


and individual? How can performance be improved or adjusted?

R
Any other reasonable answer




       
   
 
(1 mark)

(AC: 3.3)

c) Hui Yin arranges the first appraisals with her two team members. In preparation, she compiles a list of all the mistakes they have made.

Other than corrective feedback, give one type of feedback Hui Yin should use during the 
appraisal.













(1 mark)

Award 1 mark from the following:
A
Confirmatory feedback








(1 mark)

B
Motivating Feedback








(1 mark)

R
Any other reasonable answer







(1 mark)

(AC: 3.4)
d) During the appraisal of Mitchell, the least experienced of the two team members, Hui Yin compares some of Mitchell’s performance measures with that of his immediate colleague. This reveals that Mitchell is, on average, sending far more CVs each week, but his colleague arranges twice as many interviews.  
What type of performance measure is being analysed?














(1 mark)

Award 1 mark for correctly identifying the type of performance measure as:

A
Ratio










(1 mark)

(AC: 3.1)

e) Suggest a new KPI that Hui Yin could set for Mitchell, based on this information.













(1 mark)

Award 1 mark for an explanation in the spirit of:

A
Hui Yin could set Mitchell the target of improving his CV/Interview ratio 


(1 mark)

R
Any other reasonable answer







(1 mark)

(AC: 3.1)

f) 
At the next round of appraisals, Mitchell’s performance has shown significant improvement and his billings for January have surpassed that of his immediate colleague for the first time. Hui Yin decides that Mitchell should receive some sort of recognition for his efforts and thinks about a suitable reward.
Other than asking if a reward will encourage Mitchell to continue working hard, give two questions Hui Yin should consider when identifying a valuable reward.














(2 marks)

Award 1 mark for up to two of the following
A
Is Mitchell motivated by team recognition, or more impressed 




(1 mark)


with a personal thank you?

B
What are Mitchell’s ambitions?







(1 mark)

C
How does Mitchell reward himself for achievement?





(1 mark)

R
Any other reasonable answer







(1 mark)

(AC: 3.5)

4. Simon manages a team of permanent IT recruiters, including the recently recruited Kirsty, an experienced recruiter who had been the top performing consultant for a competitor. As Kirsty is already familiar with the recruitment software the company uses, Simon decides to get her working on vacancies straight away.           
During Kirsty’s second week, one of the other team members complains to Simon about Kirsty’s approach. It transpires that Kirsty is calling recently placed candidates and encouraging them to consider other opportunities, something which contradicts the code of practice the company works to. 

a) Simon confronts Kirsty, who explains that this was common practice at her old employer and that she did not know anything about the code of practice.      
What, according to the REC’s ‘Best Practice in Recruitment’ is the best way to ensure that team members adhere to such codes of best practice?
           
(1 mark)

Award 1 mark for correctly identifying: 
A
Providing a full induction when an individual joins the business



(1 mark)
(AC: 1.5)
b) Give an example of another practice which is unethical in recruitment.











(1 mark)
Award 1 mark, from one of the following:

A
Encouraging candidates to accept an offer of employment that is not suitable for 

(1 mark)


them (and may ultimately lead to a rebate)

B
Headhunting employees from a client where there is a ‘non-approach’ agreement in 

(1 mark)


place





    




R
Any other reasonable answer     







(1 mark)

(AC: 1.5)
c) A few more weeks pass and Simon receives reports that that Kirsty is still contacting recently placed candidates, but is deliberately trying to conceal this from her colleagues by creating duplicate candidate records on the database.

Simon decides he needs to escalate the issue and in conjunction with HR, invites Kirsty to a disciplinary meeting. 

Explain what Simon should do when opening the meeting.      










(2 marks)
Award 1 mark, from two of the following:

A
Simon should clearly state the reason for the disciplinary meeting and 



(1 mark)

B
….present all evidence, information and statements





(1 mark)

R
Any other reasonable answer     







(1 mark)
(AC: 4.2)

d) Why is it important to retain all research, findings and supporting information relating to a disciplinary case for set periods of time?











(1 mark)

Award 1 mark from the following:

A
To ensure that employees are treated fairly and consistently




(1 mark)

B
In case they are needed as support in an employment tribunal case       



(1 mark)
R
Any other reasonable answer     







(1 mark)

(AC: 4.3)

e) Other than an organisation’s HR/Legal experts, give three sources of information or advice that Simon could access to assist him through the disciplinary process.











(3 marks) 

Award 1 mark each, for up to three of the following:

A
ACAS website/advisors 








(1 mark)
B
CIPD website/advisors 








(1 mark)

C
The REC website/advisors (if a corporate member) 





(1 mark)

D
www.gov.uk









(1 mark)

R
Any other reasonable answer     







(1 mark)

(AC: 4.4).

5. Erika is a recruitment manager for a small in-house recruitment team of three recruiters. One of Erika’s team transfers to another area of the business, prompting Erika to review the team dynamics.    
a) Paul, a member of Erika’s team, is highly creative and good at solving problems in unconventional ways. 

Using your knowledge of the work of Dr Meredith Belbin, identify the role that Paul has taken on within the team.











(1 mark)
Award 1 mark for correctly identifying:

A
The Plant










(1 mark)

(AC: 2.3)

b) Erika’s other team member, Salome, provides the drive which ensures that the team keep moving and does not lose focus or momentum. 
Again referencing Belbin, what role has Salome adopted in the team?












(1 mark)

Award 1 mark for correctly identifying:

A
The Shaper









(1 mark)

(AC: 2.3)

c) Salome is the highest performer of the two recruiters. Erika decides to try and recruit someone for the vacant post who can demonstrate similar team traits to Salome, with candidates demonstrating experience of driving a team forward in their previous roles.

Why, according to Belbin, might this not be the best approach?











(2 marks)

Award 1 mark each, for up to 2 answers in the spirit of:

A
Belbin theorised that by creating a balanced team…





(1 mark)

B
… rather than a team of individuals with similar personalities and traits, 


(1 mark)

teams worked better together and achieved results
(AC: 2.1; 2.3)

d) During the interviews for the vacant post, one of the candidates asks Erika about the company culture. 
Give two of the interrelated elements that form the culture of an organisation, according to Johnson and Scholes.












(2 marks)

Award 1 mark each, for up to two of the following:

A
Stories










(1 mark)

B
Rituals and routines








(1 mark)

C
Symbols










(1 mark)

D
Organisational structure








(1 mark)

E
Control systems









(1 mark)

F
Power structures 









(1 mark)

(AC: 2.2)

e) Erika recruits Judith to join the team. Judith picks things up well and gets on well with Erika and Paul but appears to clash with Salome. 

In the staff canteen, Erika overhears Salome talking about Judith and the tension between them. Erika is keen to prevent further office gossip as she knows that keeping the team issues within the team will help prevent issue from escalating into a more serious conflict.

Give three other pieces of advice that the manager can follow to prevent or manage conflict.












(3 marks)

Award 1 mark for up to three of the following:

A
Practice clear communication, listen, clarifying and questioning



(1 mark)

B
Deal with conflict immediately, avoiding the temptation to ignore the issue in the

(1 mark)


Hope that it will resolve itself

C
Be open, if people have issues they should not be allowed to fester



(1 mark)

D
Practice identifying assumptions by asking ‘why’





(1 mark)

E
Focus on actionable solutions





 

(1 mark)

F
Avoid blame and encourage ownership

 
    



(1 mark)
G
Don’t let it get personal – encourage different points of view




(1 mark)

H
Demonstrate respect, take a break and wait for emotion to subside



(1 mark)

R
Any other reasonable answer







(1 mark)

(AC: 2.4)

f)  
Erika is offered an opportunity elsewhere in the organisation. Before the company recruits a replacement, the HR Director that Erika reports to asks her to put together a succession plan for her current team, which he will endorse. Having never created a succession plan, Erika looks for suggestions on how to approach the task. 

Aside from getting commitment to the plan from senior management, give three steps that Erika should follow when creating the succession plan.   












(3 marks)


Award 1 mark each, for up to three of the following:

A
Identify subject matter experts, key account managers or specific skills sets held 

(1 mark)

by a limited number of employees

B
Identify key capabilities and knowledge – what do these people know and why


(1 mark)


are their positions unique? 

C
Analyse the business both internally and externally to establish who could be 


(1 mark)


developed to become an expert and succeed in one of these roles. 



D
Review how the final plan works with business goals





(1 mark)

E
Understand how skills and knowledge can be transferred and shared



(1 mark)

G
Understand how key roles can be filled






(1 mark)
R
Any other reasonable answer







(1 mark)

(AC: 2.5)
g) Other than having a readily identified pool of talent for long and short-term role requirements or reducing the risk of a skill shortage, give two reasons for implementing succession plans.















(2 marks)

Award 1 mark each, for up to two of the following:

A
To retain talent – by having a clear idea of opportunities for progression, 


(1 mark)


individuals are likely to feel more valued and thus be more committed to 




staying with a business





B
To offer opportunity to employees, with personal development plans aligned 


(1 mark)


with business objectives

C
To maintain a core knowledge skill within the business




(1 mark)

R
Any other reasonable answer







(1 mark)

(AC: 2.5)
(Total: 50 marks)

END OF QUESTIONS
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