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INSTRUCTIONS TO CANDIDATES

Write your name, centre number and candidate • 
number in the boxes on the first page. Please write 
clearly and in capital letters.

Use black ink. Pencil may be used for graphs and • 
diagrams only.

Read each question carefully. Make sure you know • 
what you have to do before starting your answer.

Write your answer to each question in the space • 
provided. Additional paper may be used if necessary 
but you must clearly show your candidate number, 
centre number and question number(s).

Answer • ALL the questions.

INFORMATION FOR CANDIDATES

The number of marks is given in brackets [ ] at the • 
end of each question or part question.

The total number of marks for this paper is • 100.

Your quality of written communication is assessed in • 
the question marked with an asterisk (*).
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1 (a) What is a customer?

 __________________________________________

 ________________________________________ [1]

 (b) Using information from the case study, identify 
FOUR examples of good customer service.

Example 1:  ________________________________

 __________________________________________

Example 2:  ________________________________

 __________________________________________

Example 3:  ________________________________

 __________________________________________

Example 4:  ________________________________

 ________________________________________ [4]
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 (c) Discuss why good customer service is important 
to Dave’s Disks.

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________
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 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 _______________________________________ [12]

 [Total: 17]
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2 (a) Identify and describe TWO specific needs a 
customer would expect to be met by a business.

Need 1:  ___________________________________

Description:  _______________________________

 __________________________________________

 __________________________________________

Need 2:  ___________________________________

Description:  _______________________________

 __________________________________________

 ________________________________________ [4]

 (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. 

Way 1:  ____________________________________

 __________________________________________

Way 2:  ____________________________________

 __________________________________________

Way 3:  ____________________________________

 __________________________________________

Way 4:  ____________________________________

 ________________________________________ [4]
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 (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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 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 _______________________________________ [12]

 [Total: 20]
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3 (a) Other than the Data Protection Act, identify and 
describe FOUR Acts or regulations with which 
businesses have to comply.

Act/regulation 1:  ____________________________

Description:  _______________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

Act/regulation 2:  ____________________________

Description:  _______________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________
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Act/regulation 3:  ____________________________

Description:  _______________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

Act/regulation 4:  ____________________________

Description:  _______________________________

 __________________________________________

 __________________________________________

 __________________________________________

 ________________________________________ [8]
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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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 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 ________________________________________ [9]
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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.

Organisation 1:  _____________________________

 __________________________________________

Organisation 2:  _____________________________

 __________________________________________

Organisation 3:  _____________________________

 ________________________________________ [3]

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

Reason 1:  _________________________________

 __________________________________________

Reason 2:  _________________________________

 ________________________________________ [2]
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 (b) Other than a website, identify and describe FOUR 
methods which Dave’s Disks could use to gain 
customer feedback.

Method 1:  _________________________________

Description:  _______________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

Method 2:  _________________________________

Description:  _______________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________
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Method 3:  _________________________________

Description:  _______________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

Method 4:  _________________________________

Description:  _______________________________

 __________________________________________

 __________________________________________

 __________________________________________

 ________________________________________ [8]
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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.

Principle 1:  ________________________________

 __________________________________________

Principle 2:  ________________________________

 __________________________________________

Principle 3:  ________________________________

 ________________________________________ [3]

 (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.

Advantage:  _____________________________

Explanation:  ____________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _____________________________________ [3]
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  (ii) state and explain ONE DISADVANTAGE of 
using the website to gain customer feedback 
for Dave’s Disks.

Disadvantage: ___________________________

Explanation:  ____________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _____________________________________ [3]

 [Total: 19]
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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.

Criterion 1:  ___________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

Criterion 2:  ___________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

Criterion 3:  ___________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 ___________________________________________ [6]
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6 Identify and explain THREE ways in which Dave’s 
Disks could benefit from the training of its staff.

Way 1:  _______________________________________

Explanation:  __________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

Way 2:  _______________________________________

Explanation:  __________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

Way 3:  _______________________________________

Explanation:  __________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 ___________________________________________ [6]
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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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 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 _____________________________________________

 __________________________________________ [12]
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is the brand name of University of Cambridge Local Examinations Syndicate 
(UCLES), which is itself a department of the University of Cambridge.



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 15%)
  /CalRGBProfile (ColorMatch RGB)
  /CalCMYKProfile (U.S. Sheetfed Uncoated v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.3
  /CompressObjects /Off
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.1000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams true
  /MaxSubsetPct 100
  /Optimize false
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts false
  /TransferFunctionInfo /Preserve
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile (None)
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 150
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 150
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 600
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects true
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /CreateJDFFile false
  /Description <<
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308030d730ea30d730ec30b9537052377528306e00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /FRA <>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /ENU <>
  >>
>> setdistillerparams
<<
  /HWResolution [600 600]
  /PageSize [595.245 841.846]
>> setpagedevice


