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(a) Identify and describe four specific customer needs which any organisation must satisfy.
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(b) Explain, in context, Chris’ thought that ‘by trying to appeal to everyone, we’re appealing to
no-one’ (lines 79-80).
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(c) Discuss possible consequences to MHR of not becoming more focused on customer service.
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(a) Name and describe four acts or regulations which protect customers of businesses.
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(b) (i) State and explain two advantages to MHR of providing a daily schedule leaflet to the
patients.
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(ii) State and explain two disadvantages to MHR of providing a daily schedule leaflet to the
patients.
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(c)* Discuss whether MHR should have its own website.
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3 (a) Whatis meant by the term ‘market research’?

(b) (i) State and explain two advantages to MHR of allowing Mikey to conduct face to face
interviews with the patients.
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(ii) State and explain two disadvantages to MHR of allowing Mikey to conduct face to face
interviews with the patients.

D [=T=TAVZ= T e= Yo = PP P PPPPPRRPRTR

EXPIANATION: ..o a e e e e e e e e e e aane

DiSAAVANTAgE 2: ... e e e e e e e e e e e e e

b (o] F=T g = (o] o L PP POPPPPPPPPPRN

© OCR 2010



13

(c) Otherthan a face to face interview, identify and describe four other ways in which organisations
can assess the standards of customer service they provide.
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4 (a) Explain how a ‘mystery listener might be used by the organisers of the Hospital Radio
Awards.

© OCR 2010



15

(b) Analyse possible reasons behind the organisers of the Awards sending a ‘mystery listener’
rather than simply relying on the radio stations sending in their own recordings.
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(c) Evaluate the extent to which MHR winning a British Hospital Radio Award might benefit
listeners to the radio station.
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