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1 (a) State what is meant by the term ‘a customer’.

 ...................................................................................................................................................

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

 (b) State and explain three reasons why a high standard of customer service is important to 
Fosegate Dental Practice (FDP).

1  ................................................................................................................................................

Explanation  ...............................................................................................................................

 ...................................................................................................................................................

 ................................................................................................................................................... 

2  ................................................................................................................................................

Explanation  ...............................................................................................................................

 ...................................................................................................................................................

 ................................................................................................................................................... 

3  ................................................................................................................................................

Explanation  ...............................................................................................................................

 ...................................................................................................................................................

 ................................................................................................................................................... 
 [6]

 (c) Using information from the case study;

  (i) identify four different external customer types.

1  ........................................................................................................................................

2  ........................................................................................................................................

3  ........................................................................................................................................

4  ........................................................................................................................................
 [4]
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  (ii) identify four examples of good customer service currently provided by FDP. 

1  ........................................................................................................................................

2  ........................................................................................................................................

3  ........................................................................................................................................

4  ........................................................................................................................................
 [4]

 (d) Other than those already implemented, identify four suggestions which have been made that 
will help to meet the needs of the customers of FDP. 

1  ........................................................................................................................................

2  ........................................................................................................................................

3  ........................................................................................................................................

4  ........................................................................................................................................
 [4]
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2 (a)*  Evaluate whether prioritising the introduction of a website would improve FDP ’s overall 
customer service. [12]

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................
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 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................
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 (b)  Give four reasons why customer feedback is important to FDP.

1  ................................................................................................................................................

2  ................................................................................................................................................

3  ................................................................................................................................................

4  ................................................................................................................................................
 [4]

 (c) State three types of questionnaire which could be used to gather feedback from FDP ’s 
customers.

1  ................................................................................................................................................

2  ................................................................................................................................................

3  ................................................................................................................................................
 [3]
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3 (a)  Other than customer retention, give five examples of criteria which could be used by FDP to 
assess the quality and effectiveness of its customer service. 

1  ................................................................................................................................................

2  ................................................................................................................................................

3  ................................................................................................................................................

4  ................................................................................................................................................

5  ................................................................................................................................................
 [5]
 
 (b)   Evaluate the extent to which the suggestion box is an appropriate technique to improve 

customer retention at FDP. [12]

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................
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 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................
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4 (a) Analyse the consequences to FDP if a member of the team breaks the Data Protection Act.  [9]

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................
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 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................
 
 (b) Other than the Data Protection Act, name and describe four acts or regulations with which 

FDP must comply. 

1  ................................................................................................................................................

Description  ................................................................................................................................

 ...................................................................................................................................................

 ................................................................................................................................................... 

2  ................................................................................................................................................

Description  ................................................................................................................................

 ...................................................................................................................................................

 ................................................................................................................................................... 

3  ................................................................................................................................................

Description  ................................................................................................................................

 ...................................................................................................................................................

 ................................................................................................................................................... 

4  ................................................................................................................................................

Description  ................................................................................................................................

 ...................................................................................................................................................

 ................................................................................................................................................... 
 [8]
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5 (a) (i) State what is meant by a code of practice.

 ...........................................................................................................................................

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

  (ii) Explain how a code of practice could help FDP to improve its customer service.

 ...........................................................................................................................................

 ...........................................................................................................................................

 ...........................................................................................................................................

 ...........................................................................................................................................

 ...........................................................................................................................................

 .....................................................................................................................................  [3]

 (b) Other than a code of practice, state four techniques which FDP could use to improve its 
customer service. 

1  ................................................................................................................................................

2  ................................................................................................................................................

3  ................................................................................................................................................

4  ................................................................................................................................................
 [4]

 (c) Suggest four appropriate sources of advice for customers who want to make complaints 
against FDP. 

1  ................................................................................................................................................

2  ................................................................................................................................................

3  ................................................................................................................................................

4  ................................................................................................................................................
 [4]
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 (d) State and explain two ways in which FDP ’s customer service could be improved by the 
additional training of its staff.

1 .................................................................................................................................................

Explanation  ...............................................................................................................................

 ...................................................................................................................................................

 ................................................................................................................................................... 

2  ................................................................................................................................................

Explanation  ...............................................................................................................................

 ...................................................................................................................................................

 ................................................................................................................................................... 
 [4]

 (e) Evaluate the contribution each member of the FDP team makes to FDP ’s commercial 
success. [12]

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................



13

Turn over© OCR 2014

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................
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 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

 ...................................................................................................................................................

END OF QUESTION PAPER
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