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1

(@) What is a customer?

.............................................................................................................................................. [1]
(b) Using information from the case study, identify four examples of good customer service.
= 1] o] [
EXAMIPIE 2: ..o e e e e e e e e e e e e e e e e e e e e nnrrreeeeeeeeaaaane
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.............................................................................................................................................. [4]
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4

2 (a) Identify and describe two specific needs a customer would expect to be met by a business.

(b) Identify from the information in the case study, the four ways which have been suggested to
Dave in order to meet the changing needs of the customers of Dave’s Disks.

1A= 1Y S PP PPPPP

(c)* Evaluate the extent to which setting up and selling through a website will meet the needs of
Dave’s Disks’ customers.
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6

3 (a) Other than the Data Protection Act, identify and describe four Acts or regulations with which
businesses have to comply.

ACHTEQUIATION T: e e e et e e e e e e e e e s n e e e e anr e e e e e annreee s

(D=1 o g 0] (o] o PRSP PPPPPPPPPPPN

ACHTEQUIATION 2: ...t e e et e e e e et e e e e e s e e e e e e e e e e e annree s
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ACHTEQUIATION i .t e e e e e e e e et e e e s e e e e e n e e e nreee s
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(b) Other than Mrs Edwards’ complaint, analyse the consequences to Dave’s Disks of Ryan
selling an 18 certificate game to a 14 year old.
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(c) If Dave had not satisfactorily resolved Mrs Edwards’ complaint, identify three appropriate
organisations from which she could have sought advice.

L@ 1o = T == o o i SR

[Total: 20]
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(a) Give two reasons why customer feedback is important to a business.

[ == T ) o T
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(b) Other than a website, identify and describe four methods which Dave’s Disks could use to
gain customer feedback.

1Y =31 T Yo [ S TR

(D=1 o g 0] (o] o PRSP PPPPPPPPPPPN
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(c) State three principles of the Data Protection Act with which businesses such as Dave’s Disks
must comply when storing data collected about customers and potential customers.

PrINCIPIE T o

(d) If Dave decides to set up a new website to help improve his business:

(i) state and explain one advantage of using the website to gain customer feedback for
Dave’s Disks.

N0 A= o] 7= T [ PSP

EXPIANATION: ... e e e r e e e e e e e

(ii) state and explain one disadvantage of using the website to gain customer feedback for
Dave’s Disks.

D[S T=To AVZ= Ty e= Vo = PP PP OPPPPPPPPPRN
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5 Using information from the case study, outline three criteria which Dave could use to assess the
level of the customer service provided by Dave’s Disks.

(07117 o) o W ISP
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Identify and explain three ways in which Dave’s Disks could benefit from the training of its staff.

A 2.
b g o] F=T g = To] o L PP PEEPPP SRR

L2120 PRSPPI
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7 Evaluate which aspects of customer service Dave should focus on if Dave’s Disks is to successfully
compete against LetsGoGaming.
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