
 

 

Examiners’ Report/ 

Lead Examiner Feedback 
 
June 2016 

 

 

 
Pearson BTEC Level 1/Level 2 First 

Certificate, Extended Certificate and 

Diploma in Public Services  
 

Unit 6: Citizenship, Society and the 

Public Services (20537G) 

 

 
 
 

 
 

 
 

 
 
 

 
 

 
 
 
 

 

 
 

 

 
 
 



 
Edexcel and BTEC Qualifications 
 
Edexcel and BTEC qualifications come from Pearson, the world’s leading learning 

company. We provide a wide range of qualifications including academic, vocational, 
occupational and specific programmes for employers. For further information visit our 

qualifications websites at www.edexcel.com or www.btec.co.uk for our BTEC 
qualifications. 

Alternatively, you can get in touch with us using the details on our contact us page at 
www.edexcel.com/contactus. 
 

 
If you have any subject specific questions about this specification that require the help 

of a subject specialist, you can speak directly to the subject team at Pearson.  
Their contact details can be found on this link: www.edexcel.com/teachingservices. 
 

 
You can also use our online Ask the Expert service at www.edexcel.com/ask. You will 

need an Edexcel username and password to access this service. 
 

 

 

 

 

 

 

 

 

 

Pearson: helping people progress, everywhere 
Our aim is to help everyone progress in their lives through education. We believe in 

every kind of learning, for all kinds of people, wherever they are in the world. We’ve 

been involved in education for over 150 years, and by working across 70 countries, in 

100 languages, we have built an international reputation for our commitment to high 

standards and raising achievement through innovation in education. Find out more 

about how we can help you and your learners at: www.pearson.com/uk 

 

 

 

 

 

 

 

 

June 2016 

Publications Code 20537G_ER  

All the material in this publication is copyright 

© Pearson Education Ltd 2016 

 

http://www.edexcel.com/
http://www.btec.co.uk/
http://www.edexcel.com/contactus
http://www.edexcel.com/teachingservices
http://www.edexcel.com/ask
http://www.pearson.com/uk


 

 

General Comments 
 

This was the third sitting of this examination and it was noted that in a 
number of areas the performance of the learners had improved regarding 

some of the core content of the specification. Unfortunately this did not 
necessarily flow through to the application of this knowledge. It was also 
clear in the responses from learners that progress has been made to 

improve the teaching of this unit which ensured there was generally good 
coverage of the unit content.   

There were good examples in the responses to most questions, and some 
learners used clear and current examples to support their answers.  This 
was the case in the answers of questions relating to the uniformed public 

services, where the better answers were expanded, even when it was not 
necessarily needed. It was not so evident with answers relating to the non-

uniformed services. The good application to the public services as a whole 
was particularly strong in the responses from the more able learners, where 
a clear understanding of the relationship between citizens, society and the 

public services was often displayed. 
In the questions designed to test the higher order skills of the learners, 

some of the answers showed good knowledge and understanding of the key 
concepts which, as stated above, were often supported by practical 

examples. 
However, further areas that continue to need work on when teaching this 
unit and preparing the learners for the examination is the understanding of 

key terms and concepts within the specification, as well as the application to 
non-uniformed public services.  

 
Examination Technique 
 

When preparing learners for this examination it is suggested time is spent 
on developing their understanding of the command words. One example 

here is with regard to Question 13a. The learners were asked the learner to 
outline two ways the fire and rescue service ensure the safety of their 
employees. 

 
The first response was 

given no marks as it was a 
simple statement, albeit 
valid, but had not been 

developed. 
 

One Mark was awarded for 
the second response as 
the outline showed that 

they knew that equipment 
was needed and then 

stated the sort of 
equipment (PPA) needed. 

 



 

 

 

 
In much the same way here 

the learner simply stated two 
ways, which if they had been 

developed would have gained 
both marks. 

 
Question 1 
Learners were asked to state two pieces of legislation that relate to the 

rights of individuals in the UK. Those learners who could state one piece of 
legislation could usually go on to name both, unfortunately a significant 

number could not name either. 
 

 

 
 
2 Marks awarded 

  

 
 
 

 
 

 
0 Marks awarded 

 

 
 
Question 2 

Learners were asked to select from a list of four which public service was 
responsible for the safeguarding of vulnerable adults. Most learners selected 
the correct public service.  

  



 

 

Question 3 
Learners were asked to provide a definition of the term State. This was a 

single mark question and few managed to provide a clear definition of this 
term, often providing definitions of the verb state and not with regard to the 

term in the context of citizenship. In future, learners should be encouraged 
to ensure that they put their answer in the context of the question. 
 

 

 
 

 
1 Mark awarded 

 

0 Marks awarded 
 

  
 
  



 

 

 
Question 4 

Learners were expected to recall 2 approaches that public sector 
organisations use to prevent discrimination. Expected answers included: 

 whistle-blowing 
 equal pay policy 
 inclusion policies 

 awareness training 
 increasing employee diversity. 

A wide range of answers were given, including amending policies and 
procedures to accommodate religious beliefs, having a diverse workforce, 
equal pay for men and women, promoting equality, raising awareness in 

both the community and the public service, etc. It was noted by the 
examiners that whilst a significant number of learners could identify one 

approach, few could provide two examples.  
 
 

 
 

 
 

 
2 Marks 
awarded 

 
 

 

 

 
 
0 Marks awarded 

 

  
 
  



 

 

 
Question 5 

Learners were asked to state two ways that citizenship may be viewed from 
the perspective of a local authority. Expected answers to this question were 

expected to include: 
 recycling of household waste 
 voting in elections 

 supporting the local community (being neighbourly, volunteering, 
etc.) 

 obeying the law 
 paying council tax. 

 

2 Marks awarded 
 

  
 
  



 

 

 
Question 6a 

Learners were expected to identify and state one public service organisation 
responsible for ensuring an individual being detained is treated humanely. 

This question was generally well answered with most learners correctly 
stating a public service organisation, with the police service being the most 
popular response.   

Learners who failed to gain a mark generally either stated a public service 
job role or stated a way in which an individual being detained is treated.  

 

 
 
 

 
1 Mark awarded 

 
 

 
 

 
0 Marks awarded 

 

  
 

 
This question did bring one surprising response! 

 

 
(Sacramento Society for the 

Prevention of Cruelty to 
Animals) 

 

  



 

 

 
Question 6b 

This was the second of three linked questions and learners were asked to 
identify two ways that a public service organisation ensures an individual 

being detained is treated with dignity.  
Expected answers here included: 

 access to washing facilities 

 access to toilet facilities 
 provision of appropriate clothing 

 access to worship 
 suitable treatment when being strip searched. 

Learners who got either one or both available marks for this question 

tended to be from this expected range. 
 

 
 
2 Marks awarded 

 
 
 
 

 
1 Mark awarded 

 
 

A significant number incorrectly stated general rights of those individuals 
being detained, such as: 

 right to a fair trial 

 right to remain silent 
 right to have legal representation. 

 
 
 

0 Marks awarded 

 
 
  



 

 

Question 6c 
This question was the third and final part of this section and generally was 

answered better than the previous part (6b). Learners were expected to 
state two other rights of individuals detained in the criminal justice system.  

 
 
 

 
2 Marks awarded 

 
 
2 Marks awarded 
 

 

 
 

There were a number of learners who stated that an individual should be 
treated with dignity/humanely. Marks were not given for these responses as 

the right had been stated in the question, so learners should be reminded to 
ensure that they read and understand the question, especially if it is one 
such as this i.e. linked. 

 
 

 
1 Mark 
awarded 

 
 

 
 
 

0 Marks awarded 

 
 
  



 

 

Question 7 
Learners were expected to state two ways that an individual can become a 

citizen in society.  
This question was answered well, with most learners gaining both marks.  

The learners generally gave the expected responses, such as: 
 being an active member of the community 
 through place of birth 

 family membership 
 residency 

 elements of the process of becoming a UK citizen. 
 
2 Marks awarded 

  
 

Both of these answers relate to being an active member of the community 
so just a single mark was awarded. 
 

 

 
 

 
1 Mark awarded 

 
  



 

 

 
Question 8a 

Learners were expected to apply their knowledge of the responsibilities 
public service organisations have toward their users, in this case how an 

emergency service supports vulnerable individuals. Expected responses 
included: 

 working in partnership with other agencies 

 the fire and rescue service providing safety guidance 
 raising awareness 

 arranging for a responsible person to support the vulnerable 
individual. 

A significant number of learners provided very generic responses and did 

not relate them to ways an emergency service support needs of vulnerable 
people, as a consequence few learners gained both marks. 

 

 

 
 

 
 

 
 

 
1 Mark awarded 

 
 
0 Marks awarded 

 

  
 

  



 

 

Question 8b 
The learners fared significantly better with this question than 8a. This 

question expected learners to explain two other rights of an individual using 
health and welfare services. They had been given access to high quality in 

the question, so no marks were given for accessing health and welfare 
services.  
A significant number of learners recognised a range of rights of individuals 

including: 
 being treated without discrimination 

 treated with dignity 
 confidentiality when disclosing personal and private information 
 individual choice when using services. 

 
 

 
 
 

 
 

 
 

 
4 Marks awarded  

 
 

 
  

 
2 Marks awarded 

 

 
 



 

 

 
 

 
0 Marks awarded 

 
Question 9 
Learners were asked to give two examples of demographic change. The 

expected answers were straight from the specification.  
Expected responses included: 

 growth of an ageing population 
 patterns of health/illness 

 the structure of the family 
 immigration. 

 

 

 
2 Marks awarded 

(for structure of the 
family in the first 
response and an 

ageing population in 
the second response). 

 

 

 
 

1 Mark awarded 

 

 

 
 
0 Marks awarded 

 
  



 

 

Question 10 
This question was answered reasonably well, with most learners being able 

to clearly identify a way that education promotes equality, with a significant 
number of those being able to extend their response to gain the second 

mark. 
 
 

 
 

 
 
2 Marks 

awarded 
 

 
 

 
 

 
 
 

Question 11 
This question focused on the costs of implementing equal opportunity 

measures. Expected answers here included:  
 increased cost of adapting working environments 
 increased cost of recruitment 

 increased bureaucracy of reporting. 
 

1 Mark awarded 
 

 
 

 

 

 
 

1 Mark awarded 

 

  

 

 
Some learners did not get 
the concept of equal 

opportunities at all. 

 

  



 

 

 
Question 12a 

This question asked the learners to explain one way in which the armed 
services support communities during peacetime.  

 
 
 2 Marks 

awarded 

 
 

 
 

 2 Marks awarded 

 
 

In the example below the learner had correctly identified a way in which the 
armed services support communities but unfortunately did not develop their 
answer to gain the second mark. 

 
 

1 Mark awarded 

 
 
  



 

 

Question 12b 
For this question, learners were expected to explain the benefits to 

communities of public service employees volunteering. This question proved 
quite challenging for the learners with relatively few gaining the full 4 

marks, and a significant number stating the generic benefits of volunteering 
rather than the specific benefits of a public service employee volunteering. 
 

 
 

 
 
4 Marks awarded 

 
 

 

 
 
 

 
4 Marks awarded 

  
 
 

 
 

 
 
0 Marks awarded 

 
 
  



 

 

Question 13a 
For this question, learners were expected to apply their knowledge. This 

was a 2 mark question in which they were asked to outline two ways that 
the fire and rescue service ensure the safety of their employees. 

 
 
2 Marks awarded 

 

 
 
 

 
 

 
 

 
2 Marks awarded 

The example below is a typical response that was awarded 1 mark as the 
learner had outlined their answer in the second response, whereas in the 
first response they had just stated a generic responsibility. 

 
 

 
 
1 Mark awarded 

 
 
In the response below, the learner was not awarded any marks as they had 

simply stated two generic responsibilities. 

 

 
 

 
0 Marks awarded 

 
  



 

 

Question 13b 
This question stayed with the theme of the fire and rescue service and 

focused on the responsibility that a fire and rescue service employee has 
towards the public. This question produced a good range of answers with 

most learners identifying the responsibility and a significant number 
explaining the responsibility.   

 

 

 
 

 
 
 

 
2 Marks awarded 

 

 

 
 

 
 
 

1 Mark awarded 

 
 

 

 
 

0 Marks awarded 

 
  



 

 

Question 14a 
In this question learners were expected to state two ways that the impact of 

public services can be measured. 
Some learners included the level of crime as a response, which as that was 

included in the question did not attract any marks.  As in the case of Q13a, 
this was an 'outline' question so the learner needed to do more than just a 
simple statement. 

Expected answers included: 
 data from the Coroner's Office would show a reduction in the number 

of deaths in fire incidents  
 data from government departments would show how health and 

social care affects life expectancy  

 reduced morbidity rates would show research and treatment for 
diseases leads to people living longer  

 Education success rate /employment data would show the effect the 
education service has on the lives of individuals. 

 

 

 
 

 
2 Marks awarded 

 

 

 

 
 

1 Mark awarded 

 

 

 

 
 

 
 
 

 
 

0 Marks awarded 
 



 

 

 
 
 
Question 14b 

Learners were expected to apply their knowledge by means of explaining 
two ways that the quality of life of citizens can be improved by one public 

service. A significant number of learners managed to identify at least one 
valid way that the quality of life can be improved by a public service 
organisation. 

 
 

 
 
4 Marks awarded 

 
 

 
 
 

 
 

  
 

 

 
 
  

2 Marks awarded 

 

 

 
 

 
1 Mark awarded 

 
 
 

 
 

 
  



 

 

Question 15 
This question proved challenging for most learners with most learners 

gaining 1-3 marks. Learners were expected to discuss the impact that 
surveillance has on the rights and beliefs of individuals in society, including 

factors such as: 
 helping individuals feel safe 
 providing clear evidence to help ensure a fair trial takes place 

 it can infringe the right to privacy 
 it can make people feel less trusted by the authorities. 

A significant number of learners recognised the impact on the right to 
privacy and that surveillance can make people feel safe. There were a high 
number of learners that wrote about surveillance in the broadest sense, 

without discussing the impact that it has on the rights and beliefs of 
citizens. 

 

 

 
 
 

This is a good example 
of a 6 mark response. 

 
The learner discusses 

both negative and 
positive impacts of 
surveillance on the 

rights and beliefs of 
citizens. 

 
They discuss the 
gathering evidence for a 

fair trial, protecting 
civilians, creating a safe 

environment, deterring 
criminal activity and 
securing convictions. All 

of which help to make 
believe they are safer 

and in turn having a 
positive impact on their 
rights and beliefs.  

 
They then counter the 

positive impact and 
negative aspects such as 
the right to privacy and 

not feeling trusted. 



 

 

 
 

 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 

  

 

 
On the opposite 

end of the scale 
is this response, 
which was not 

unusual, in that it 
talks about 

surveillance in a 
general sense, 
but makes no 

reference to the 
impact and 

beliefs of 
citizens. 

 

 
  

For this particular 
piece to gain 

additional marks, 
the learner could 
have added more 

depth to each point. 
 

For example, 
individuals feeling 
they are being 

persecuted/ targeted 
and/or a more 

detailed 
consideration of the 
impact of different 

types of 
surveillance. 
 



 

 

Summary  
 

Based on their performance on this paper, in future learners should:  
 

• Remember that there is an hour to complete this paper and plan time 
accordingly. The lengthier questions come towards the end of the 
paper so more time should be allocated for later questions. 

 
• Spend time reading each question thoroughly to ensure the question 

asked is the question answered, underline key words or instructions 
from the question.  

 

• Be aware that all parts of the specification will be tested during the 
life of the qualification.  

 
• Study the specification to ensure key aspects and terms within the 

specification are known.  

 
 When a specific public service being named in the question to focus 

the answer on that particular service/group of services. 
 

• Look at the command word in the question – e.g. outline, describe, 
explain, discuss. These words provide information on the type of 
response required and how the answer should be phrased. For 

example, ‘outline’ requires a basic response, whereas ‘explain’ will 
require an initial idea or way, to be identified followed by expansion 

and/or examples to apply and illustrate why this idea or way is 
suitable.  

 

• If two explanations are required half the marks will be awarded for 
the first response and the other half will be awarded for the second 

response. So if only one explanation is made then half the marks 
allocated for the question will be lost.  

 

• Plan the response to the last question. This will require a number of 
different aspects to be addressed, with reasoning, for higher marks to 

be awarded.  
 

• Exam techniques are important and appropriate preparation will 

ensure that learners approach the exam more confidently and with 
knowledge of how to respond to different types of questions.  

  



 

 

Grade Boundaries 

Unit    Max 
Mark 

Distinction Merit Pass Level 
1 

U 

 
20537 Unit 6: 
Citizenship, Society and 

the Public Services 
 

 
50 

 
38 

 
28 

 
19 

 
10 

09 
and 
below 

 
What is a grade boundary?  

 
A grade boundary is where we ‘set’ the level of achievement required to 
obtain a certain grade for the externally assessed unit. We set grade 

boundaries for each grade (Distinction, Merit, Pass and Level 1 fallback). 
  

Setting grade boundaries  
 
When we set grade boundaries, we look at the performance of every learner 

who took the assessment. When we can see the full picture of performance, 
our experts are then able to decide where best to place the grade 

boundaries. This means that they decide what the lowest possible mark 
should be for a particular grade.  
 

When our experts set the grade boundaries, they make sure that learners 
receive grades which reflect their ability. Awarding grade boundaries 

ensures that a learner who receives a 'Distinction' grade next year, will have 
similar ability to a learner who has received a 'Distinction’ grade this year. 
Awarding grade boundaries is conducted to make sure learners achieve the 

grade they deserve to achieve, irrespective of variation in the external 
assessment.  

 
Variations in externally assessed question papers  
 

Each exam we set asks different questions and may assess different parts of 
the unit content outlined in the specification. It would be unfair to learners if 

we set the same grade boundaries year on year because then it wouldn't 
take into account that a paper may be slightly easier or more difficult than 

the year before. 
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