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Question 1c:  
 
Discuss why good customer service is important to Dave’s Disks.  (12) 
 
Points of Reference 
 
1. This question is an evaluative question, needing a justified judgement.   
 
The question begins with “Discuss” and therefore requires a judgement to be made.   
 
It carries 12 marks, indicative of the 4 levels that are contained within the mark 
scheme for this question; Level 1 Identification, Level 2 Explanation in Context, Level 
3 Analysis, Level 4 Evaluation. 
 
As such, a candidate will be expected to move through the 4 levels answering the 
question. 
 
Level 1 - Identification (why good customer service is important)  
up to 3 marks 
Level 2 - Explanation in context (impact on Dave’s Disks) 
up to 3 further marks 
Level 3 - Analysis (consequences to Dave’s Disks, given these impacts) 
up to 3 further marks 
Level 4 - Evaluation (judgement or conclusion relating to identified consequences, 
justified) 
up to a further 3 marks 
 
Although Level 1 and 2 are often achieved within the same statement, progression 
through discrete level 3 and level 4 writing is an essential aspect of achieving well on 
this question.   
 
In summary, to achieve higher marks, candidates must move through each level in to 
level 4.   
 
2. This question relates to a specific stakeholder - the company “Dave’s 
Disks”. 
 
Critical to answering this question correctly, and therefore the achievement of marks 
is the identification of the key stakeholder.  In this case, the question relates to 
Dave’s Disks, the business.  The benefits to other stakeholders, in particular the 
customer, are only useful in the response to this question, if they lead the candidate 
to develop the benefits to the business of Dave’s Disks. 
 
If the candidate does not link to the business in this example no marks can be 
awarded.   
 
In summary, it should be noted that reference to the specific stakeholder, in this case 
the business and benefits to the business, is essential to gain credit and therefore 
marks for this question. 
 
3. Contextual development is essential for achieving Levels 2, 3 and 4.  It is not 
expected to be ‘generic’ context. 
 
‘Generic context’ relates to the candidate using the title of the business, in this case 
Dave’s Disk, the owner’s name ‘Dave’ or a simple noun such as ‘shop’ upon which to 

 



base the development of the response in Levels 2, 3 and 4.  The sole use of generic 
context is not considered to show significant understanding and appreciation of 
context to achieve beyond Level 1. 
 
Context such as “for a shop selling DVD games, which may compete with postal 
services…”, or “with the possibility of Dave’s Disk’s competitor setting up in town…” 
etc are considered to be the type of context necessary.  This context is essential to 
award Levels 2, 3 and 4. 
 
In summary, it should be noted that candidates must support their responses with a 
developed context.   
 
 

 



 
 
 
Candidate 1 assessment commentary: 
 
The candidate progresses through each Level, concluding in the last paragraph with 
a judgement at Level 4.  This clearly refers to why Dave’s Disks should place 
customer service as a priority, given the impending arrival of LetsGoGaming. 
 
The context is clear and specific and the appropriate stakeholder has been identified. 
 
The Level 4 is brief and as such is awarded the entry point of this level at 10/12. 
 
 
 
 
 
 
 

 



Candidate 1 exemplar response: 

 



Candidate 2 assessment commentary: 
 
The candidate progresses through level, L1, L2 and L3 a number of times in the 
response but fails to reach a judgement, negating a level 4 award.   
 
This said, the analysis is detailed and in context with good reference to the specific 
case. 
 
The context is clear and specific and the appropriate stakeholder has been identified 
throughout the response. 
 
The candidate is rewarded a mark at the top of Level 3, with 9/12. 
 

 



Candidate 2 exemplar response: 

 



Candidate 3 assessment commentary: 
 
The candidate progresses through Levels 1-3 throughout the script. 
 
A number of times in the response returns back into Level 1 and Level 2 but fails to 
reach any additional analysis of consequences.  The response also becomes 
repetitive and is marked as such, when the same point is made by the candidate. 
 
The analysis is a one off point at Level 3 but there is context with reference to the 
specific case.  This context is clear and specific and the appropriate stakeholder has 
been identified throughout the response. 
 
The candidate is rewarded a mark at the entry point of Level 3, with 7/12.

 



Candidate 3 exemplar response: 

 



Candidate 4 assessment commentary: 
 
In this brief response, the candidate progresses through Levels 1 and 2 and reaches 
Level 3 at the conclusion of their response.   
 
The analysis is presented as a concluding statement, effectively stopping without a 
final Level 4 judgement being made. 
 
As with the other responses, there is context with reference to the specific case.  This 
context is clear and specific and the appropriate stakeholder has been identified 
throughout the response. 
 
The candidate is rewarded a mark at the entry point of Level 3, with 7/12. 
 
Further analysis and a concluding judgement would have significantly raised the 
marks awarded for this response.  

 



Candidate 4 exemplar response: 

 



Question 2c:  
 
Evaluate the extent to which setting up and selling through a website will meet 
the needs of Dave’s Disks’ customers     (12) 
 
Points of Reference 
 
1. This question is an evaluative question, needing a justified judgement.   
 
The question begins with “Evaluate” and therefore requires a judgement to be made.   
 
It carries 12 marks, indicative of the 4 levels that are contained within the mark 
scheme for this question; Level 1 Identification, Level 2 Explanation in Context, Level 
3 Analysis, Level 4 Evaluation. 
 
As such, in a similar way to question 1c, the candidate will be expected to move 
through the 4 levels answering the question: 
 
Level 1 - Identification (identification of customer needs)  
up to 3 marks 
Level 2 - Explanation in context (how a website could help meet the needs of Dave’s 
Disks’ customers) 
up to 3 further marks 
Level 3 - Analysis (consequences to Dave’s Disks’ customers in terms of the 
satisfaction of their needs) 
up to 3 further marks 
Level 4 - Evaluation (judgement or conclusion relating to extent to which Dave’s 
Disks’ customer needs will be satisfied) 
Up to a further 3 marks 
 
Although Level 1 and 2 are often achieved within the same statement, progression 
through discrete Level 3 and Level 4 writing is an essential aspect of achieving well 
on this question.   
 
In summary, to achieve higher marks, candidates must move through each level to 
Level 4.   
 
2. This question relates to a specific stakeholder - the Customer. 
 
Critical to answering this question correctly, and therefore the achievement marks is 
the identification of the key stakeholder.  In this case, the question relates to Dave’s 
Disks’ customers.  The benefits to other stakeholders, in particular the business, are 
only useful in the response to this question, if they support the candidate to develop 
the benefits to the Dave’s Disks’ customers. 
 
If the candidate does not link to the customer needs in this example no marks can be 
awarded.   
 
The main reason for candidates to achieve low marks in this question was the failure 
to identify the customer as the key stakeholder and reference to the benefits to the 
business.  
 
In summary, it should be noted that reference to the specific stakeholder, in this case 
the customer, is essential to gain credit. 
 

 



3. Contextual development is essential for achieving Levels 2, 3 and 4.  It is not 
expected to be ‘generic’ context. 
 
‘Generic context’ relates to the simple reference to ‘customer’, upon which to base 
the development of the response in Levels 2, 3 and 4.  The context should be based 
on the link to customer needs where the customer is buying games or DVD type 
products.  The sole use of generic context is not considered to show significant 
understanding and appreciation of context to achieve beyond Level 1. 
 
Context such as “for customers buying DVD Games they would possibly be able to 
see excerpts of the game before buying, satisfying their need to see what the 
graphics were like”, would be seen to be appropriate context. 
 
In summary, it should be noted that candidates must support their responses with a 
developed context. 

 



Candidate 1 assessment commentary: 
 
In this response, the candidate is unclear with regard to the stakeholder, and does 
not always refer to the customer needs.  This makes much of the response as not 
specifically relevant.   
 
The identification point is relevant to the customer need, although analysis is 
attempted it is not brought back to the question and is not awarded.  Without the 
appropriate Level 3, a supported Level 4 judgement is not able to be developed by 
the candidate. 
 
There is context with reference to the specific case but the response lacks structure 
and the appropriate stakeholder is not always identified in the response. 
 
The candidate is awarded a mark at the entry point of Level 2, with 4/12. 
 
A clear progressive structure, analysis in the right context and a concluding 
judgement would have significantly raised the marks awarded for this response.  

 



Candidate 1 exemplar response: 

 



Candidate 2 assessment commentary: 
 
The candidate has focussed for much of the response on the identification of benefit 
to the customer, but has not analysed.   
 
The identification is clear and is in context achieving Level 2.  However, the 
concluding statement of analysis, whilst presented as a judgement at the end, is 
progression of the previous Level 2 responses.  The absence of any analysis in the 
body of the response has limited the concluding statement as analysis and therefore 
the mark awarded is at Level 3.  It is well supported by the identification and as such 
it is given 8/12. 
 
Progressive analysis in the right context and a concluding judgement built on this 
analysis would have raised the marks awarded for this response.  

 



Candidate 2 exemplar response: 

 



Candidate 3 assessment commentary: 
 
In this response, the candidate has identified issues that relate to customer needs 
but has failed to analyse these and present the consequences.  This has led to a 
long list of identification in context but no analysis. 
 
A clear progressive structure, leading to analysis of each point made, referring to the 
possible implications of the point raised would have lifted this response to Level 3.  A 
concluding judgement would have significantly raised the mark further. 
 
The quantity of the Level 2 identification in context is significant and as such the 
script is awarded the top mark of Level 2. 
 

 



Candidate 3 exemplar response: 

 



Candidate 4 assessment commentary: 
 
In this response, the candidate has identified in context but has provided only a few 
ideas, some of which are out of context.   
 
There is no analysis at Level 3.  Without the appropriate Level 3, a supported Level 4 
judgement is not able to be developed by the candidate. 
 
There is context with reference to the specific case as the response progresses.   
 
The candidate is awarded a mark at the mid point of Level 2, given the two Level 2 
points made with a final mark awarded of 5/12. 
 
Additional Level 2 points and analysis in the right context, in conjunction with a 
concluding judgement would have significantly raised the marks awarded for this 
response.  

 



Candidate 4 exemplar response: 

 



Question 3b:  
 
Other than Mrs Edwards’ complaint, analyse the consequences to Dave’s Disks 
of Ryan selling an 18 certificate game to a 14 year old.   (9) 
 
Points of Reference 
 
1. This question is an analytical question, requiring level 3 analysis. 
 
The question contains the command word analyse and therefore requires a 
explanation of possible consequences. 
 
It carries 9 marks, indicative of the 3 levels that are contained within the mark 
scheme for this question; Level 1 Identification, Level 2 Explanation in Context, Level 
3 Analysis. 
 
As such, a candidate will be expected to move through the 3 levels answering the 
question. 
 
Level 1 - Identification (what the consequence may be.)  
up to 3 marks 
Level 2 - Explanation in context (invariably linked to the achievement of Level 1, the 
link to Dave’s disks business in context) 
up to 3 further marks 
Level 3 - Analysis (consequences to Dave’s Disks, given the identified impacts) 
 
Although Level 1 and 2 are often achieved within the same statement, progression 
through discrete Level 3 is an essential aspect of achieving well on this question.     
 
In summary, to achieve higher marks, candidates must move through each level in to 
level 3.   
 
2. This question relates to a specific stakeholder - the company - Dave’s Disks. 
 
Critical to answering this question correctly, and therefore the achievement marks is 
the identification of the key stakeholder.  In this case, the question relates to Dave’s 
Disks, the business.  The impacts to other stakeholders, in particular the customer or 
Ryan, are only useful in the response to this question, if they lead the candidate to 
develop the consequences to the business of Dave’s Disks. 
 
If the candidate does not link to the business in this example no marks can be 
awarded.   
 
In summary, it should be noted that reference to the specific stakeholder, in this case 
the business and the consequences to the business, is essential to gain credit and 
therefore marks for this question. 
 
3. Contextual development is essential for achieving Levels 2, 3 and 4.  It is not 
expected to be “generic” context. 
 
‘Generic context’ relates to the candidate only using the title of the business, in this 
case Dave’s Disk, the owner’s name ‘Dave’ or a simple noun such as ‘shop’ upon 
which to base the development of the response.  The sole use of generic context is 
not considered to show significant understanding and appreciation of context to 
achieve beyond Level 1. 

 



Context such as “for a shop selling DVD games, selling to an under age customer 
could result in legal action” etc is considered to be the type of context necessary.  
This context is essential to enable the award for Levels 2 and 3. 
 
In summary, it should be noted that candidates must support their responses with a 
developed context.   
 
4. Reality of Impact.  Candidate responses should be realistic. 
 
Especially for this question, the candidate is expected to form realistic suggestions 
with respect to the consequences.  These could be grouped with respect to ‘in the 
short term’ and ‘in the long term’.  The key issue is that the consequences are 
realistic given the reality of the scenario.  For the candidate to state that Dave will go 
to prison, for example without any reference to ‘if this situation persisted’ etc, is a 
rather unsubstantiated and inappropriate consequence.  As such, it will not 
necessarily gain marks.  Candidates should be guided as to likely consequences and 
consider the severity of the problem, linking appropriate to the likely consequences.  

 



Candidate 1 assessment commentary: 
 
The candidate has offered a good response achieving Level 3 more than once.  As 
such it is graded to have achieved 8/9. 
 
This response could only have been improved with the addition of further analysis; 
one more analytical point would have resulted in the maximum mark score for this 
question. 
 

 



Candidate 1 exemplar response: 

 



Candidate 2 assessment commentary: 
 
Similar to the previous response, this candidate has offered good responses 
achieving Level 3 more than once.  As such it is graded to have achieved 8/9. 
 
This response could only have been improved with the addition of further analysis; 
further analytical points would also have resulted in the maximum mark score for this 
question. 

 



Candidate 2 exemplar response: 

 



Candidate 3 assessment commentary: 
 
The candidate has, similar to the other responses, offered a range of analytical 
response, achieving Level 3 more than once.  As such the response has been 
awarded 8/9. 
 
This response could only have been improved with the addition of further analysis.  
Further analytical points would have resulted in the maximum mark score for this 
question.

 



Candidate 3 exemplar response: 

 



Candidate 4 assessment commentary: 
 
This response has focused mainly on the identification, although analysis is evident.  
It is awarded Level 3 but only at the entry point and therefore, awarded 7/9. 
 
The written work has suffered from repetition which has wasted time and not added 
to the award for the response. 
 
This response could only have been improved with additional analysis.  Further 
analytical points would have resulted in a higher mark for this response.  

 



Candidate 4 exemplar response: 
 

 



Question 7: Evaluate which aspects of customer service Dave should focus on if 
Dave’s Disks is to successfully compete against LetsGoGaming   (12) 
 
Points of Reference 
 
1. This question is an evaluative question, needing a justified judgement.   
 
The question begins with “Evaluate” and therefore requires a judgement to be made.   
 
It carries 12 marks, indicative of the 4 levels that are contained within the mark scheme 
for this question; Level 1 Identification, Level 2 Explanation in Context, Level 3 Analysis, 
Level 4 Evaluation. 
 
As such, a candidate will be expected to move through the 4 levels answering the 
question. 
 
Level 1 - Identification (identification of the need to focus on customer service)  
up to 3 marks 
Level 2 - Explanation in context (explanation of the need for Dave, in context, to focus 
on customer service) 
up to 3 further marks 
Level 3 - Analysis (consequences to Dave’s Disks’ with respect to the ability to 
compete) 
up to 3 further marks 
Level 4 - Evaluation (judgement or conclusion reached with respect to the most 
important aspects of customer service that Dave’s Discs’ should focus on) 
Up to a further 3 marks 
 
The ranking and stating what is the most important and backing it up with a justification 
is the most important aspect of achieving Level 4. 
 
Although Level 1 and 2 are often achieved within the same statement, progression 
through discrete level 3 and level 4 writing is an essential aspect of scoring well on this 
question.   
 
In summary, to achieve higher marks, candidates must move through each level in to 
level 4.   
 
2. This question relates to a specific stakeholder – the company ‘Dave/Dave’s 
Disks’. 
 
Critical to answering this question correctly, and therefore the achievement of marks is 
the identification of the key stakeholder, Dave and the business.   
 
In summary, it should be noted that reference to the specific stakeholder, in this case 
the business is essential to gain credit and therefore marks for this question. 
 
3. Contextual development is essential for achieving Levels 2, 3 and 4.  It is not 
expected to be ‘generic’ context. 
 
‘Generic context’ relates to the simple reference to the business or Dave’s Disks, on its 
own, upon which to base the development of the response.   
 
Context such as “for Dave’s Disks, the potential arrival of a national retailer with possibly 
more advanced customer service skills represents a potential challenge to its market 

 



share” would be seen to be appropriate context.  This context is essential to enable the 
award for higher Levels 2, 3 and 4. 
 
In summary, it should be noted that candidates must support their responses with a 
developed context. 
 
 

 



Candidate 1 assessment commentary: 
 
The candidate has moved through Levels1, 2 and 3 and concluded with a judgement 
at Level 4. 
 
The attention to the detail as the response progresses adds weight to the response 
and enables the candidate to for the judgement. 
 
The response was accordingly awarded 10/12 at the entry point of level 4. 
 
To add further marks to this award the candidate would have had to further explain 
the judgment made and debate the issue. 

 



Candidate 1 exemplar response: 

 



Candidate 2 assessment commentary: 
 
This candidate has successfully achieved the Level 3 analysis both in the body of the 
response and at the conclusion.  There is clear context and analysis.  This has 
resulted in a top Level 3 award of 9/12. 
 
To add further marks to this award the candidate would have had to move to make a 
judgement and further explain this judgment.  This would then have achieved Level 
4.

 



Candidate 2 exemplar response: 

 



Candidate 3 assessment commentary: 
 
The candidate has moved through Levels1, 2 and 3 and concluded with a judgement 
at Level 4, although this is very brief. 
 
The attention to the detail as the response progresses adds weight to the response, 
but this is not mirrored at level 4, but it does enable the candidate to form a 
judgement. 
 
The response was accordingly awarded 10/12 at the entry point of level 4. 
 
To add further marks to this award the candidate could have explained the judgment 
made and debate the issues further.

 



Candidate 3 exemplar response: 

 



Candidate 4 assessment commentary: 
 
The candidate has only been able to move from identification to the identification in 
context, Level 2.  It has done this a couple of times and as such has achieved 5/12, 
the mid point of level 2. 
 
There is no analysis and given this, there is no opportunity for the candidate to move 
on to make a judgement and achieve Level 4. 
 
A structured approach leading to analysis, with an outline of possible consequences 
and a judgement at the end of the response, would have enabled the candidate to 
move on to Level 3 and finally Level 4. 
 
This progression to level 3 and then to level 4 would have significantly improved the 
award for this response.  

 



Candidate 4 exemplar response: 

 

 


