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1 (a) State four reasons why effective customer service is important.

Reason 1:  .................................................................................................................................

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

Reason 2:  .................................................................................................................................

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

Reason 3:  .................................................................................................................................

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

Reason 4:  .................................................................................................................................

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

 (b) (i) What is meant by the term ‘advance booking’ (line 19)?

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

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

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

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

  (ii) Identify and explain two reasons why the Cameo Cinema should have an advance 
booking system.

Reason 1:  ..........................................................................................................................

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

Explanation:  .......................................................................................................................

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

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

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

Reason 2:  ..........................................................................................................................

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

Explanation:  .......................................................................................................................

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

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

 .......................................................................................................................................[6]
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 (c*) Discuss possible reasons why the Cameo Cinema should become more customer focused.

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

 .............................................................................................................................................[12]

[Total: 24]
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2 (a) (i) Identify the law which Dan broke at the ‘pick and mix’ counter (lines 61–62).

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

  (ii) In what way did Dan break this law?

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

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

 (b) Identify and describe three other acts or regulations that would protect customers of 
businesses such as the Cameo Cinema.

Act /Regulation 1:  ......................................................................................................................

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

Description:  ...............................................................................................................................

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

Act /Regulation 2:  ......................................................................................................................

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

Description:  ...............................................................................................................................

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

Act /Regulation 3:  ......................................................................................................................

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

Description:  ...............................................................................................................................

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

 (c) (i) Identify and explain one implication for Dan if he continues to break the law.

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

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

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

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

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

 .......................................................................................................................................[3]
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  (ii) Identify and explain one implication for the Cameo Cinema if Dan continues to break the 
law.

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

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

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

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

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

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

 (d) State and explain two ways in which the cleanliness of the facilities at the Cameo Cinema, 
such as the toilets, can be ensured.

Way 1:  .......................................................................................................................................

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

Explanation:  ..............................................................................................................................

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

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

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

Way 2:  .......................................................................................................................................

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

Explanation:  ..............................................................................................................................

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

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

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

[Total: 20]
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3 (a) What is meant by the expression ‘more twenty-first century than twentieth’ (line 25)?

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

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

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

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

 (b) Describe why a firm’s potential customers, such as those of the Cameo Cinema, might use its 
website.

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

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

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

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

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

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

 (c) Analyse the implications for the Cameo Cinema of having its own website.

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

 ...............................................................................................................................................[9]

 (d) Other than a premium rate phone line and a website, state and explain three ways in which 
the Cameo Cinema could pass information to its customers.

Way 1:  .......................................................................................................................................

Explanation:  ..............................................................................................................................

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

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

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

Way 2:  .......................................................................................................................................

Explanation:  ..............................................................................................................................

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

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

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

Way 3:  .......................................................................................................................................

Explanation:  ..............................................................................................................................

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

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

 ...............................................................................................................................................[9]
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 (e) Discuss whether the Cameo Cinema operating a premium rate phone line is an example of 
good customer service.

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

 .............................................................................................................................................[12]

[Total: 35]
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4 (a) (i) Explain how a suggestion box ‘system’ works.

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

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

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

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

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

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

  (ii) Evaluate how successful the suggestion box was in giving the Cameo Cinema helpful 
feedback.

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

 .....................................................................................................................................[12]

 (b) Identify and explain two other ways in which the Cameo Cinema could assess its customer 
service performance.

Way 1:  .......................................................................................................................................

Explanation:  ..............................................................................................................................

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

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

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

Way 2:  .......................................................................................................................................

Explanation:  ..............................................................................................................................

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

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

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

[Total: 21]
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If you use these lined pages you must write the question number next to your answer.
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..................................................................................................................................................................
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