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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 
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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: 

https://qualifications.pearson.com/en/support/support-topics/results-
certification/grade-boundaries.html?Qualification-Family=BTEC-Level-2-
Technicals 
 
Unit 5 : IT Service Solutions. 

Grade Unclassified 
Level 2 

Pass Merit Distinction 

Boundary 
Mark 0 14 21 29 

  

https://qualifications.pearson.com/en/support/support-topics/results-certification/grade-boundaries.html?Qualification-Family=BTEC-Level-2-Technicals
https://qualifications.pearson.com/en/support/support-topics/results-certification/grade-boundaries.html?Qualification-Family=BTEC-Level-2-Technicals
https://qualifications.pearson.com/en/support/support-topics/results-certification/grade-boundaries.html?Qualification-Family=BTEC-Level-2-Technicals
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Introduction  
This was the third series of the new specification, and as such, the third time that this 
unit has been externally assessed.  
 
The exam paper followed the format identified in the sample assessment materials. 
The paper was split into four questions. Each question required learners to 
demonstrate knowledge and understanding of a range of specification topics and 
apply this knowledge to the scenario. Each question is weighted in accordance to the 
specification design.  
 
Each of the questions were marked using a ‘levels based’ approach to assessment 
where the overall quality of the response was considered rather than the specific 
number of facts stated from the indicative content, although this obviously had a 
bearing on the quality of the response. More detail can be found below in the 
individual question section of the report. 
 

Introduction to the Overall Performance of the Unit 
This report has been written to help you understand how learners have performed 
overall in the exam. For each question there is a brief analysis of learner responses. 
You will also find examples of learner responses to the questions that have been well 
answered. These should help to provide additional guidance. We hope this will help 
you to prepare your learners for future examination series.  

 

Learner performance varied throughout the paper. The style of the assessment is 
challenging due to the depth and breadth of knowledge required to fully address the 
demands of the paper. Each question demanded depth of knowledge and across the 
paper this also required breadth as each of these questions examined different areas 
of the specification.  

 

Unfortunately, some of learners did not make full use of the stimulus material 
provided in the question and either wrote generic responses or did not actually 
answer the question but wrote about a different area of knowledge. 

 

The emphasis in this paper is on learner’s application of their knowledge to a variety 
of IT related situations. The higher mark bands focused on the ability to demonstrate 
application rather than the ability to recall theory. Learners that were able to access 
higher marks for these questions were able to apply their knowledge and 
understanding to the stimulus and provide realistic and appropriate responses. It will 
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be important for learners to have practice in doing this in their preparation for the 
assessment and for centres to use the level-based mark schemes in the SAM when 
preparing learners for this assessment in future. 

 

It is essential that centres stress to learners the need to read the stimulus information 
carefully before they answer questions and to be prepared to use this information 
within their responses. Where learners are unable to apply the stimulus in their 
answer it will significantly restrict the number of marks learners can receive. Generic 
responses will only gain limited credit.  
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Individual Questions 
 
Tasks 
The following section considers each question on the paper, providing examples of 
popular learner responses and a brief commentary of why the responses gained the 
marks they did. This section should be considered with the live external assessment 
and corresponding mark scheme.  

 

Task 1 

 

Learners were required to complete an IT service catalogue to explain the benefits 
and drawbacks of current working practices.  There were 9 marks available for this 
task. 

 
Assessment guidance 

 
 

The learner has included a range of benefits and drawbacks for each service currently 
in place.  They refer to the services given in the scenario and on the template (word 
processing, spreadsheets and landline telephone) and they make sense.  There is an 
understanding of the services with appropriate consideration of the scenario rather 
than just generic statements although not all areas are linked.  A mark of 7 has been 
awarded. 
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This learner has attempted some benefits and drawbacks for each service currently in 
place.  There is some understanding of some of the services, but others show limited 
understanding.  Some of them are looking more at the use rather than the benefit 
and some of the drawbacks are repetitive and user issues rather than a service issue.  
A mark of 3 has been awarded. 
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Areas where responses were weak, learners tended to: 

• repeat the service description without any consideration of benefits or 
drawbacks 

• include benefits and drawbacks without fully considering the scenario and the 
service description 

 

Where learners did well they tended to have a systematic approach to benefits and 
drawbacks and appeared to understand the current service descriptions and how 
they affected the organisation and stakeholders.   

  

Task 2a 

 

Learners were given a second scenario with additional information on the 
organisation.  They were asked to provide IT recommendations to meet the 
organisation’s needs.  There were 16 marks available for this task. 

 
Assessment guidance 

 
 

The learner has considered recommendations basing some of them on the drawbacks 
used in the previous activity (although this is not shown in this report).  The 
recommendations are appropriate and relevant to the scenario.  There is 
consideration of the different software that could be used instead of just using the 
given services as well as other communication methods rather than the landline 
telephone.  Hardware has been included for use by staff.  Automated procedures 
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have also been covered.  There are areas where the information provided is weaker 
than required for the top mark band, but coverage is detailed so a mark of 12 has 
been awarded.  
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The learner has considered some recommendations but not all have appropriate 
reasons for being recommendations.  Not all are related to the scenario or drawbacks 
from Activity 1.  For example, the learner references a website but there is not one in 
place at present.  There is some mention of hardware and software but no 
consideration to the use of mobile devices when suggesting Skype.  There is some 
awareness of the scenario but limited understanding.  A mark of 5 has been awarded. 
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Areas where responses were weak, learners tended to: 

• produce generic recommendations not based on their response in Task 1 
• include recommendations that were not related to the scenario provided 
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Task 2b 

 

This task required learners to produce an IT system diagram to correctly represent 
the hardware and software recommended in Task 2a.  There were 8 marks available 
for this task. 

 
Assessment criteria 

 
 

The system diagrams shown were both awarded 3 marks which is at the lower end of 
mark band 2.   

 

Diagram 1 – the learner has created a diagram that includes most the of the required 
coverage but there is limited evidence of flow.  Software and hardware have been 
included and links to the recommendations made in their previous activity (this is not 
the diagram following activity 2a in this report but is an idea of the standard required 
for marks to be awarded at the top of mark band 3).  This is considered a good 
diagram for this level learner.  A mark of 6 has been awarded. 
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Diagram 2 - The learner has created a basic diagram showing connections.  They have 
considered most areas have two-way connection, but it all seems a bit random and 
confusing.  There is no understanding of how the system fits together in terms of the 
company, staff and customers.  The learner has listed items but doesn’t understand 
how they fit into the system.  A mark of 3 has been awarded. 

 

 
 
 



 

15                
Version 01 DCL2 

L2 Lead Examiner Report 1903 (UNIT 5: IT SERVICE SOLUTIONS) 

Learners should be reminded that they need to connect the various components of 
the system and consider the flow direction.  Where learner have not done that well 
with Task 2a and considered the hardware and software, they tended not to have 
sufficient information to include in the diagram. 

 

Task 3 

 

Learners were required to analyse the recommendations made in Task 2a.  They 
needed to consider: 

• how their recommendations would address the needs of the organisation 
• benefits and drawbacks of their recommendations to the company and its 

stakeholders 
• the implications that their recommendations would have for the organisation 

 

There were 12 marks available for this task. 

 
Assessment guidance 

 
 

Recommendations are appropriate and how they meet the needs of the organisation 
– those used are explained and follow on from the previous activity.  Consideration of 
benefits and drawbacks – these are both detailed and appropriate and relate to the 
scenario.  Implications – cost, possible unauthorised access, damage (accidental), 
errors could lead to problems, someone has to maintain the website.  All are provided 
with appropriate reasons and are worth 12 marks at the top of mark band 4. 
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Initial comments tend to be recommendations rather than how the recommendations 
will address the needs of the organisation. This has already been covered in Activity 
2a so cannot be considered again for marks – there needs to be additional comments 
on the recommendations.  There is some coverage for benefits and drawbacks of 
their recommendations and training and implied costs have been included for the 
implications.  A mark of 4 has been awarded for this response. 
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Summary 
Based on their performance on this paper, learners should:  

• use appropriate technical language throughout their responses 
• tailor their response based on the command word in the question, e.g. explain 

requires an expansion of a point made  
• be clear about terminology used in the specification as these words will be repeated in 

the task 
• use the task scenarios to demonstrate their ability to apply their knowledge 
• link their responses between tasks where necessary 
• check their work carefully to ensure they have answered all questions 
• use the assessment criteria to see the requirements for each task to understand what 

they have to do to achieve the marks. 
 

An overall summary of recommendations on how learners could improve their 
performance in the assessment has been included: 

 

Task 1 

Learners should take time to read the scenario and service catalogue to fully 
understand the current working practices.  Where the organisation is not currently 
using IT, learners should consider how IT could be used, using their knowledge of IT 
systems within organisations.  Learners need to explain benefits and drawbacks of 
current working practices rather than just provide a list.  They need to justify why they 
consider them to be a benefit or a drawback. 

 

Task 2a   

Learners are expected to provide recommendations based on the drawbacks they 
have considered in Task 1.  The more drawbacks they include, the more 
recommendations they will have for this task.  Learners are not expected to justify 
their recommendations in this task (this is required in Task 3). 

 

Task 2b 

This task was not well answered  Learners should be reminded that they must include 
a diagram rather than statements/paragraphs of written text.  Diagrams submitted 
tended to be limited in content and some did not include any connections.  Learners 
should be encouraged to research existing diagrams to provide them with an idea of 
what they should include in theirs.  Where connections were included, learners did 
not always consider the direction of the connection flow. 
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Task 3 

Learners should be reminded that the benefits and drawbacks of their 
recommendations are awarded marks in Task 2a and this task requires them to 
explain how these will affect the company.  Just repeating the recommendations from 
the previous task will not achieve any marks. 

 

Although learners included the basics for the task, there was little evidence of 
comprehensive analysis of the recommendations for marks to be awarded in the top 
mark band.  Learners need to be reminded that they have to analyse the 
recommendations rather than just list them.  
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