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Identify and describe two specific customer needs which any business must satisfy.
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Identify two different types of customer mentioned in the case study.
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Discuss possible consequences to Cool Beats London (CBL) of not becoming more focused
on customer service.
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2 (a) Identify and describe three acts or regulations which would protect customers of businesses
such as CBL.
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(b) With reference to the case study, outline four examples of good customer service practice.
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(c*) Evaluate the extent to which staff training on the computerised ordering system is likely to
improve the provision of customer service at CBL.

[Total: 26]
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3 (a) Cool Beats head office used a ‘mystery shopper’ to assess the standard of customer service
in its stores. Describe how a mystery shopper might be used by Cool Beats.

(b) Identify and explain four other ways in which retail businesses can assess the standard of
customer service in their stores.
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(c) Analyse the possible implications for the success of CBL of specialising only in dance music.

[Total: 23]
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4 (a) Ifthe newsletter idea goes ahead, a database will be built up to keep information on customers.
Identify and explain three legal implications for CBL of storing customer data.
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(b) State and explain two advantages and two disadvantages to CBL of posting a weekly
newsletter to its customers.
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(c) Evaluate the extent to which having a DJ playing music in CBL would boost sales.

[Total: 33]
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If you use these lined pages, you must write the question number next to your answer.
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