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1 (a) State four reasons why effective customer service is important to a business.
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(b) Identify and describe four specific customer needs which a business should satisfy.
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(c) Using information from the case study, identify the three different types of customer who
shop at Floors & More Floors (F & MF).
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(d) Recommend ways in which F & MF could encourage a more motivated and efficient workforce.
Justify your recommendations.
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[Total: 27]
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2 (a) Identify and explain two ways in which a high level of staff turnover could affect a business.
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(b) Identify and explain two ways in which a high level of staff turnover could affect the customers
of a business.

A A= 1Y SR

EXPIaNAtiON: <.

VY 2. ettt et et e e e e e —— e e e et e e et e e n e e e e et e e et e e e e nnnrr e e e e e e e e e nnnrnees
(0] =1 F= 11T SR

© OCR 2012



7

(c)* Evaluate whether or not staff training is likely to increase the level of sales at F & MF.

©OCR 2012 Turn over



© OCR 2012



9

(d) Analyse how a customer service manager could improve customer service at F & MF.
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[Total: 29]

3 (a) State three reasons why a customer service policy is an example of good customer service
at a business such as F & MF.

[ TS T<T0 ) o T
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(b) The owners of F & MF used mystery shoppers to find out about the standard of customer
service in the shop.

(i) Identify and explain two advantages to a business of using a mystery shopper.
FAXe (V=T g =T [T PO PP PRSPPI
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(ii)
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Identify and explain two disadvantages to a business of using a mystery shopper.
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(c) Other than a mystery shopper, state and explain four ways in which Andy and Susan could
find out how customers feel about the standard of customer service at F & MF.
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R AT = Y SR

EXPIaNAtiON: .

............................................................................................................................................ [8]
(d) State three reasons why customer feedback is important to a business.
R T=Y= 1Yo o I PRSPPI
RS ON 2.
REaS 0N 3.
............................................................................................................................................ [3]
[Total: 26]
(@) (i) Name the Act which Leroy has broken when dealing with stock.

(ii)

(b) (i)

(ii)
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Explain why such actions broke this Act.

0] P> 7= 1 o] o S

.................................................................................................................................... [1]

Name the Act which was broken when damaged stock was sold as perfect stock.

Vo SRRSO [1]

Explain why this action broke this Act.

EXPIANATION: ..o e e e e e e e e e e e

.................................................................................................................................... [1]
[Total: 4]
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5 (a) One way of assessing the quality and effectiveness of customer service is in terms of value
for money.

What is meant by the term ‘value for money’?

(b) Other than value for money, evaluate criteria which F & MF could use to assess the quality
and effectiveness of its customer service.
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