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1 (a) Identify and explain three reasons why effective customer service is important to a business 
such as Chill Zone.

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

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

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

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

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

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

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

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

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

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

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

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

 (b) Explain what is meant by ‘a code of practice’.

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

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

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

 .............................................................................................................................................  [2]

 (c) State two reasons why a customer would be interested in Chill Zone’s code of practice.

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

2  ................................................................................................................................................
 [2]

 (d) State two reasons why an employee of Chill Zone would be interested in its code of practice.

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

2  ................................................................................................................................................
 [2]
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 (e) Identify from the case study two examples of good customer service at Chill Zone and explain 
how each benefits the business.

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

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

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

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

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

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

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

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

Question 2 begins on page 4
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2 (a) State what is meant by the term ‘an external customer’.

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

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

 (b) Aamina has decided to use the staff to ask customers how they feel about Chill Zone.

  (i) Identify and explain two advantages to Chill Zone of the staff doing this.

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

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

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

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

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

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

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

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

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

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

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

 ...........................................................................................................................................
 [6]
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  (ii) Identify and explain two disadvantages to Chill Zone of the staff doing this.

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

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

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

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

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

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

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

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

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

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

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

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

 (c)* Discuss how using feedback will help Chill Zone improve its levels of customer service. [12]

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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



7

Turn over© OCR 2013

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

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

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

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

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

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

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

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

Question 3 begins on page 8



8

© OCR 2013

3 (a) Identify and explain two implications for Chill Zone of breaking the Health and Safety at Work Act.

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

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

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

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

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

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

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

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

 (b) Chill Zone would need to collect personal information from customers so that a newsletter 
could be emailed or posted to them.

  Analyse the implications for Chill Zone of obtaining and keeping personal information about 
its customers. [9]

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

 (c) Customer power can be enhanced through specialist agencies.

  Identify one such specialist agency and explain how it might enhance customer power at 
Chill Zone.

Name of specialist agency  ........................................................................................................

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

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

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

 .............................................................................................................................................  [3]
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4 (a) State what is meant by the term ‘customer retention’.

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

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

 (b) It has been suggested that Chill Zone should send out a monthly newsletter.

  Evaluate whether or not providing information through a newsletter would help boost sales at 
Chill Zone. [12]

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

 ...................................................................................................................................................
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 (c) Outline two reasons why training would be important in order to maintain high levels of 
customer service at Chill Zone.

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

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

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

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

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

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

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

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

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

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

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

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

 (d) State four criteria which Chill Zone could use to assess its levels of customer service.

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

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

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

4  ................................................................................................................................................
 [4]
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5 (a) Aamina has decided to act on Sam’s suggestion and create a website to help improve 
customer service at Chill Zone.

  State two ways in which a website could help Chill Zone improve its customer service.

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

2  ................................................................................................................................................
 [2]

 (b) (i) Identify and explain two benefits to Chill Zone of the introduction of a loyalty card 
scheme.

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

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

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

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

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

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

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

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

  (ii) Identify and explain one benefit to a customer of Chill Zone if it were to introduce a 
loyalty card scheme.

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

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

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

 .....................................................................................................................................  [2]

 (c) Evaluate whether the adoption of the different pricing strategies identified in Appendix A of 
the case study would give Chill Zone a competitive advantage. [12]

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

END OF QUESTION PAPER
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