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INSTRUCTIONS TO CANDIDATES

• Write your name clearly in capital letters, your Centre 
Number and Candidate Number in the boxes on the 
first page.

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

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

• Answer ALL the questions.

• Write your answer to each question in the space 
provided.

INFORMATION FOR CANDIDATES

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

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

• The quality of written communication will be taken 
into account in marking your answer to the question 
marked with an asterisk (*).
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1 (a) Identify and describe THREE reasons why 
effective customer service is important to a 
business such as Belinda’s Bikes.

Reason 1:  _________________________________

 __________________________________________  

Description:  _______________________________

 __________________________________________

Reason 2:  _________________________________

 __________________________________________

Description:  _______________________________

 __________________________________________

Reason 3:  _________________________________

 __________________________________________

Description:  _______________________________

 ________________________________________ [6]
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 (b) Identify THREE different types of customer who 
use Belinda’s Bikes.

Type 1:  ____________________________________

 __________________________________________

Type 2:  ____________________________________

 __________________________________________  

Type 3:  ____________________________________

 ________________________________________ [3]

 (c) Discuss possible reasons for Belinda’s Bikes 
becoming more focused on customer service.

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________
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 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________
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 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 _______________________________________ [12]

[Total: 21]
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2 (a) Identify and describe FOUR acts or regulations 
which would protect customers of businesses 
such as Belinda’s Bikes.

Act/regulation 1:  ____________________________

Description:  _______________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________  

Act/regulation 2:  ____________________________

Description:  _______________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________  

Act/regulation 3:  ____________________________

Description:  _______________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________
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Act/regulation 4:  ____________________________

Description:  _______________________________

 __________________________________________

 __________________________________________

 __________________________________________

 ________________________________________ [8]

 (b) If Belinda’s Bikes were to offer a cycle repairs and 
maintenance service, outline:

  (i) TWO advantages to the business;

Advantage 1: ____________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________
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Advantage 2: ____________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _____________________________________ [6]

  (ii) TWO disadvantages to the business.

Disadvantage 1:  _________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________
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Disadvantage 2:  _________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _____________________________________ [6]

 (c) Analyse possible effects on Belinda’s Bikes if 
Belinda decides to allow customers to hire bikes 
for longer periods of time.

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________
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 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 ________________________________________ [9]

[Total: 29]
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3 (a) Belinda is thinking about getting the staff to ask 
the customers how they feel about Belinda’s Bikes 
(lines 184–185).

  (i) Explain TWO advantages to the business of 
this idea.

Advantage 1: ____________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________  

Advantage 2: ____________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _____________________________________ [6]
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  (ii) Explain TWO disadvantages to the business of 
this idea.

Disadvantage 1:  _________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

Disadvantage 2:  _________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _____________________________________ [6]
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 (b) State and explain FOUR other ways in which 
Belinda could find out how her customers feel 
about Belinda’s Bikes.

Way 1:  ____________________________________

 __________________________________________

 __________________________________________

Explanation:  _______________________________

 __________________________________________

 __________________________________________

Way 2:  ____________________________________

 __________________________________________

 __________________________________________

Explanation:  _______________________________

 __________________________________________

 __________________________________________
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Way 3:  ____________________________________

 __________________________________________

 __________________________________________

Explanation:  _______________________________

 __________________________________________

 __________________________________________

Way 4:  ____________________________________

 __________________________________________

 __________________________________________

Explanation:  _______________________________

 __________________________________________

 ________________________________________ [8]

 (c*) Discuss the implications for Belinda’s Bikes of 
having inconsistent customer service.

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________
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 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________
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 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 _______________________________________ [12]

[Total: 32]
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4 (a) What is meant by a code of practice (line 175)?

 __________________________________________

 __________________________________________

 __________________________________________

 ________________________________________ [2]

 (b) State TWO reasons why a customer would be 
interested in an organisation’s code of practice.

Reason 1:  _________________________________

 __________________________________________

Reason 2:  _________________________________

 ________________________________________ [2]

 (c) State TWO reasons why an employee of an 
organisation would be interested in its code of 
practice.

Reason 1:  _________________________________

 __________________________________________

Reason 2:  _________________________________

 ________________________________________ [2]
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 (d) Evaluate the extent to which a code of practice 
is likely to improve customer service at Belinda’s 
Bikes.

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________
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 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 _______________________________________ [12]

[Total: 18]
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Copyright Information

OCR is committed to seeking permission to reproduce all third-party content 
that it uses in its assessment materials.  OCR has attempted to identify and 
contact all copyright holders whose work is used in this paper.  To avoid the 
issue of disclosure of answer-related information to candidates, all copyright 
acknowledgements are reproduced in the OCR Copyright Acknowledgements 
Booklet.  This is produced for each series of examinations, is given to all 
schools that receive assessment material and is freely available to download 
from our public website (www.ocr.org.uk) after the live examination series.
If OCR has unwittingly failed to correctly acknowledge or clear any 
third-party content in this assessment material, OCR will be happy to correct 
its mistake at the earliest possible opportunity.
For queries or further information please contact the Copyright Team, First 
Floor, 9 Hills Road, Cambridge CB2 1PB.
OCR is part of the Cambridge Assessment Group; Cambridge Assessment 
is the brand name of University of Cambridge Local Examinations Syndicate 
(UCLES), which is itself a department of the University of Cambridge.
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