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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.

(R TY=ET0] o N [T

(b) Identify three different types of customer who use Belinda’s Bikes.
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4

(a) Identify and describe four acts or regulations which would protect customers of businesses
such as Belinda’s Bikes.
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(b) If Belinda’s Bikes were to offer a cycle repairs and maintenance service, outline:

(i) two advantages to the business;

AVANTAGE T et e e e e e e e e e e e e e

...................................................................................................................................... [6]
(ii) two disadvantages to the business.
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(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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3 (a) Belinda is thinking about getting the staff to ask the customers how they feel about Belinda’s
Bikes (line 109).

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

AVANTAGE T e e e e e e e e e r e e e e e e e e

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

D 1ST=To AVZ= Ty e= Vo = T PP PPPPPPPPPPR

DiSAAVANTAGE 2: ... et e e e e e e e e r e e e e e e e e ane

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

© OCR 2009 Turn over



8

(b) State and explain four other ways in which Belinda could find out how her customers feel
about Belinda’s Bikes.

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

(b)

(c)

(d)
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What is meant by a code of practice (line 103)?

.............................................................................................................................................. [2]
State two reasons why a customer would be interested in an organisation’s code of practice.
Y= 1Yo ) T SRR
Y= 1Yo ) o 2SRRI

State two reasons why an employee of an organisation would be interested in its code of
practice.

(R TY=E<T0] o T [T

Evaluate the extent to which a code of practice is likely to improve customer service at
Belinda’s Bikes.
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