
1 

 

L3 Lead Examiner Report 1806 
 

 

 

 

 

 

 

 

 

June 2018 

 

Level 3 National in  

Information Technology 
 
 

 

Unit 14  

IT Service Delivery 
 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 



2 

 

 

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 website at http://qualifications.pearson.com/en/home.html for our 

BTEC qualifications. 

 

Alternatively, you can get in touch with us using the details on our contact us page at 

http://qualifications.pearson.com/en/contact-us.html 

 

 

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:  

http://qualifications.pearson.com/en/support/support-for-you/teachers.html 

 

 

You can also use our online Ask the Expert service at https://www.edexcelonline.com 

You will need an Edexcel Online 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 

 

 

 

 

August 2018   

Publications Code 20161K _1806_ER   

All the material in this publication is copyright 

© Pearson Education Ltd 2018 

http://qualifications.pearson.com/en/home.html
http://qualifications.pearson.com/en/contact-us.html
http://qualifications.pearson.com/en/support/support-for-you/teachers.html
https://www.edexcelonline.com/
http://www.pearson.com/uk


3 

 

 

Grade Boundaries 

 

 

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, at 

Distinction, Merit and Pass.  

 

Setting grade boundaries  

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

the external 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 is 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 is conducted to ensure learners 

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

assessment.  

 

Variations in external assessments  

Each external assessment 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 for each assessment, because then it would not take accessibility 

into account. 

 

Grade boundaries for this, and all other papers, are on the website via this link: 

http://qualifications.pearson.com/en/support/support-topics/results-

certification/grade-boundaries.html 
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Level 3 
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Boundary Mark 
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Introduction  
 

 

1806 is the first external assessment window for Level 3 BTEC Information 

Technology Unit 14: IT Service Delivery.  This is an optional unit for learners studying 

the extended diploma. 

 

The unit is a paper-based examination and is broken down into a two-part task. Part 

A contained material for the completion of the preparatory work for Part B and was 

to be taken over a maximum of 3 hours across a period of 2 weeks.  No marks were 

awarded for Part A.  Part B contained materials for the completion of the set task 

under supervised conditions, allowing a maximum two A4 sides hard copy research 

notes from Part A to be taken into the assessment. 

 

Part B is broken down into five activities that cover different areas of the specification 

where learners are expected to apply knowledge and understanding of the IT service 

delivery requirements for the Civil Engineering sector provided in the scenario. 

 

The following section considers each activity on the paper, giving examples of 

responses and a brief commentary why the responses gained the marks.  This section 

should be considered with the live external assessment and the corresponding mark 

scheme. 

 

Introduction to the Overall Performance of the 

Unit 
 

The overall performance of learners was good though we have nothing to compare 

to previous cohorts for this window.   

 

The performance for each Activity varied with a low number of blank responses, and 

some responses focusing on head office personnel rather than the construction sites, 

which resulted in lower marks.  Activity 5 (implications) performed the least best with 

learners explaining what they have produced rather than giving implications to the 

organisation of introducing the IT system.  Very few learners discussed legislation and 

specialist equipment required for the construction sites, e.g. GPS Survey kit and EDM. 
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Individual Questions 
The following section considers each activity on the paper and provides examples of 

learner responses.  A brief commentary is included giving reasons why the responses 

gained the marks they did.  This section should be considered with the live external 

assessment and the corresponding mark scheme. 

Activity 1 
(Outline IT service strategy) 

An attempt has been made to provide a description of IT service/process 

requirements for the organisation but there are many inaccuracies and omissions, 

and there is no attempt to prioritise IT service/process requirements. General 

discussion given, but the learner has had no discussion on individual personnel needs 

for the head office and the construction sites.  The learner work would fit into Band 

Mark 1 (1 – 3) in the mark scheme. 
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Learner has provided relevant information from the scenario and given a basic 

outline of the organisation. 

 

An attempt has been made to provide a description of IT service/process 

requirements for the organisation that meet most of their needs, and there is an 

attempt to prioritise IT service/process requirements that is supported by a rationale.  

The learner has shown an awareness of the scenario for both head office and the two 

construction sites. 

 

There is a discussion that includes basic hardware, software and communication 

requirements for head office personnel and individual software requirements for 

construction site personnel.  The learner work would fit into Band Mark 2 (4 – 6) in 

the mark scheme. 
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Activity 2 
(Produce an IT service strategy) 

An attempt has been made to produce an IT service catalogue using the templates 

provided, however there is limited information to show individual IT services for each 

function of the organisation.  IT services identified are generic and service names and 

descriptions have been omitted, showing a limited understanding of the 

organisation’s requirements.  The learner work would fit into Band Mark 1 (1 – 3) in 

the mark scheme. 
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Learner has produced an IT service catalogue that covers both head office and 

construction site personnel.  Relevant information from the scenario has been 

included and the learner has identified services that are appropriate for the business 

functions and have included accurate service names and descriptions, showing a 

good understanding of the organisation’s requirements.  Descriptions included are 

clear and concise enabling a non-IT specialist to understand.  The learner work would 

fit into Band Mark 3 (7 – 8) in the mark scheme. 
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Activity 3 
(Design an IT service delivery solution) 

Learners are required to design an IT service delivery solution that meets the needs 

of the organisation, and this learner has provided limited mapping of the solution 

that demonstrates limited technical understanding of the solution. 

 

Although an attempt has been made to include information and data requirements, 

the information is limited and covers basic requirements.  The learner has included 

and construction site organisation chart and details of hardware and software, 

however there is little understanding of how the hardware and software can be used 

to implement the system.  Diagrams have been included showing the infrastructure 

for head office and a constructions site, but the learner has not demonstrated 

understanding of how they will link and communicate with each other. 

 

Data flow diagrams and a full infrastructure diagram could be used to illustrate 

requirements.  The learner work would fit into Band Mark 1 (1 – 5) in the mark 

scheme. 
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Learners are required to design an IT service delivery solution that meets the needs 

of the organisation, and this learner has provided most of the IT service delivery 

mapping of the solution that demonstrates mostly technical understanding of the 

solution. 

 

The learner has included effective information and data requirements for the 

organisation as well as how hardware and software can be used to implement the 

solution and support users.  A mostly accurate infrastructure solution diagram that 

shows how head office and construction sites link and communicate effectively.  The 

learner work would fit into Band Mark 1 (11 – 15) in the mark scheme. 
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Activity 4 
(Management report evaluating the solution) 

Learners are required to evaluate the appropriateness of their IT service delivery 

solution for the requirements of the organisation, by reviewing requirements and 

making recommendations to discuss if the system recommended is effective and 

appropriate for the needs of the organisation.  The learners should compare the 

recommended system to the initial organisation requirements, will it enable all staff 

to undertake their job roles more effectively, and are there any limitations.  The 

evaluation report should recommend solutions to any limitations. 

 

Rather than evaluating the solution, the learner has discussed the requirements and 

job roles, but has not discussed the appropriateness of the solution.  The learner has 

identified alternative solutions and future developments; however, these are generic 

and all areas are not fully supported.   The report itself shows an awareness of the 

scenario, with little justification.  The learner work would fit into Band Mark 1 (1 – 3) 

in the mark scheme. 
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Learner has provided a partial justification of the appropriateness of the solution and 

has outlined appropriate alternatives for some aspects.  Rationales have been 

provided for points discussed and the report demonstrates some logical chains of 

reasoning, however there are quite a lot of omissions.  The learner work would fit 

into Band Mark 2 (4 – 6) in the mark scheme.  
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Activity 5 
(IT service delivery implications report) 

Learners are required to analyse the implications of managing IT service delivery for 

the requirements of the organisation, by considering how the implications will affect 

the organisation. 

 

The report demonstrates limited reasoning that shows minimal awareness of the 

implications for the organisation; the learner has discussed the changes rather than 

any implications.  The learner work would fit into Band Mark 2 (4 – 6) in the mark 

scheme.  
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The implications report demonstrates appropriate consideration of the implications 

of the solution, giving an understanding of the organisation’s capacity to respond to 

change.  The report demonstrates logical chains of reasoning that shows an 

awareness of the implications for the organisation.  The learner work would fit into 

Band Mark 3 (9 – 12) in the mark scheme.  
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Summary 

Based on performance on this paper learners should: 

 

• Ensure they cover all aspects of the scenario, such as head office personnel 

and construction site personnel, to enable them achieve marks in the higher 

mark band ranges. 

• Apply knowledge and understanding to a variety of sectors.  The paper will 

always contain the same five activities with just a different sector. 

• Learners should be encouraged to practice writing evaluative reports for 

other areas of study. 

• Learners should develop a better understanding of ‘implications’ to ensure 

they do produce an evaluation instead. 
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