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1 (a) State four reasons why effective customer service is important.
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(b) Using the case study, identify and explain three examples of bad customer service.
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(c)* Discuss possible reasons why Gary’s Party Box should become more customer focused.
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2 (a) Identify and explain the law that Gary has broken by not having wheelchair access to Gary’s
Party Box.

(b) Identify and describe three other acts or regulations that would protect customers of
businesses such as Gary’s Party Box.
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(c) Identify and explain two implications for Gary’s Party Box of breaking the law.
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(d) Discuss whether Gary’s Party Box might improve its customer service by operating a tailor
made costume service.
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(e) Analyse the implications for Gary’s Party Box of opening late every night from Tuesday to
Saturday.
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(a) Describe how a suggestion box works.

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

(b) (i) State and explain two advantages to Gary’s Party Box of using a suggestion box.
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(ii) State and explain two disadvantages to Gary’s Party Box of using a suggestion box.
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(c) Other than a suggestion box, identify four ways in which a retail business can assess the
standard of customer service in its stores.
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(d) Other than a ‘local newspaper advertisement’, (line 20), state and explain four ways in which
Gary’s Party Box could inform people about its move to new premises.
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(e) Evaluate the extent to which putting an advertisement in the local newspaper may have
boosted sales at Gary’s Party Box.
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