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1 (a) Identify two characteristics of a typical customer of The Hot Spot.
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(b) Identify and describe three reasons why it is helpful for firms to identify different types of
customer.
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Spot.
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(a)

(b)

(c)
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Identify and explain three elements of excellent customer service which customers would
expect from The Hot Spot.
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Identify two pricing strategies used by The Hot Spot.
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Give three reasons why businesses such as The Hot Spot use a range of pricing strategies.
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3 (a) Identify and explain three ways in which Michael could discover how the people of Moorton
feel about The Hot Spot.
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(b) State and explain two reasons why Tracie carrying out an observation at Hardy’s Health Spa
is:

(i) agood idea;
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(i) abadidea.
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(c) Evaluate the possible effects that a letter in the Moorton Gazette complaining about The Hot
Spot may have on the business.
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8
(a) Describe what is meant by a ‘taster session’ (see Fig. 2).

.............................................................................................................................................. [3]
(b) Identify and explain two reasons why offering taster sessions would be beneficial to The Hot
Spot.
RS ON 1.
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.............................................................................................................................................. [4]
(c) Describe how a loyalty card scheme might operate.
.............................................................................................................................................. [2]

(d*) Evaluate the extent to which a loyalty card scheme might increase customer numbers at The
Hot Spot.

© OCR 2009



© OCR 2009 Turn over



[Total: 21]

© OCR 2009



11

5 (a) State and explain three effects that having an untidy reception area may have on The Hot
Spot.
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(b) Other than health and safety and data protection legislation, identify three laws that are
relevant to a business such as The Hot Spot.

(c) Discuss the possible consequences to The Hot Spot if it does not become more focused on
customer service.
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