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(a)

2

Identify and describe three reasons why effective customer service is important to any
business organisation.
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(b) (i)

(ii)

3

Other than children, identify three different types of customer mentioned in the
case study.
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For two of the types of customer, identified in part bi, explain how Frank’s Books
could provide good customer service.
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(c)

4

Identify and explain four ways in which businesses can gather information on customers.
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(d) Discuss the possible consequences to Frank’s Books if it did not become more focused ”

on customer service.

[Total: 37]

F243 Jun06 [Turn over



6 For
Examiner’s

Ui
2 (a) Explain why displaying a customer service policy is an example of good customer ”

service by a business such as Frank’s Books.
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(b) Discuss the extent to which Frank’s Books is affected by consumer protection ”

legislation.

[Total: 18]
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(a)

(b)

8

Identify and explain three changes made by Frank’s Books to cater for children.
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State and explain two disadvantages to Frank’s Books of specialising in the children’s
market.
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(c) Analyse the benefits to Frank’s Books of changing the shop to cater for children only. ”

[Total: 19]
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4 (a) State and explain one advantage and one disadvantage to Frank’s Books of posting a ”

newsletter to customers twice a year.
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(b) Explain how the newsletter could be improved by Frank’s Books to better suit the needs ”

of its customers.
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(c*) Evaluate the extent to which the loyalty card scheme is likely to boost sales in Frank’s ”

Books.

[Total: 26]
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If you use these lined pages, you must write the question number next to your answer. ”
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