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INSTRUCTIONS TO CANDIDATES

• Write your name clearly in capital letters, your Centre 
Number and Candidate Number in the boxes on the 
first page.

• Use black ink. Pencil may be used for graphs and 
diagrams only.

• Read each question carefully and make sure that 
you know what you have to do before starting your 
answer.

• Answer ALL the questions.

• Write your answer to each question in the space 
provided. Additional paper may be used if necessary 
but you must clearly show your Candidate Number, 
Centre Number and question number(s).

INFORMATION FOR CANDIDATES

• The number of marks is given in brackets [ ] at the 
end of each question or part question.

• The total number of marks for this paper is 60.

• The quality of your written communication will be 
taken into account when marking your answer to the 
question labelled with an asterisk (*).
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1 RBD is a high street bank which operates throughout 
Denmark.

 (a) RBD uses both internal communication and 
external communication. 

  (i) Explain the difference between INTERNAL
COMMUNICATION and EXTERNAL
COMMUNICATION.

 _______________________________________

 _______________________________________

 _______________________________________

 _____________________________________ [2]

  (ii) State and explain TWO barriers to 
communication that may exist between RBD 
and its employees. 

BARRIER 1  _____________________________

 _______________________________________

 _______________________________________

 _______________________________________

BARRIER 2  _____________________________

 _______________________________________

 _______________________________________

 _____________________________________ [4]
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 (b) In order to increase the number of its customers, 
RBD is thinking about introducing an online 
banking service. 

  (i) Explain WHETHER OR NOT introducing an 
online banking service will change the way in 
which some of RBD’s EMPLOYEES work.

 
 _______________________________________

 _______________________________________

 _______________________________________

 _____________________________________ [2]

  (ii) Explain WHETHER OR NOT introducing an 
online banking service will change the level of 
RBD’s TOTAL COSTS.

 _______________________________________

 _______________________________________

 _______________________________________

 _____________________________________ [2]
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BLANK PAGE

TURN OVER FOR QUESTION 1 (b) (iii)
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  *(iii) Quality of written communication will be taken 
into account.

   RBD carried out SECONDARY RESEARCH to 
help make the decision about introducing an 
online banking service. From its secondary 
research it found the following information.

Percentage of 
POPULATION 

who bank online

Percentage of 
BUSINESSES 

who bank online

Country 2007 2009 2007 2009

Denmark
UK

Germany

40
30
20

35
25
15

60
25
20

50
20
15

Fig. 1
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   Using the data shown in Fig. 1, and any other 
information you think is important, advise RBD 
WHETHER OR NOT it should introduce an 
online banking service.

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 ___________________________________ [6+2]
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 (c) RBD decided to introduce its online banking 
service to attract new customers around the world. 
It will be called DANISH e-BANK. It has devised 
two methods to attract customers.

  1.  Advertising on national television in five 
countries during peak viewing times.

  2.  Give a higher rate of interest on customer 
savings than other banks.

  Discuss WHICH OF THE TWO METHODS above 
would be the most successful in attracting new 
customers to Danish e-bank.

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________
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 __________________________________________

 ________________________________________ [7]

 (d) Use the headline below, which recently appeared 
in a national newspaper to answer the following 
questions.

INTERNET BANKING – THE USUAL PROBLEM!
“I love online shopping but I do not trust 

online banking.
I am worried about my personal information.”

  (i) When a customer shops online they are 
protected by the Data Protection Act. 

   Explain ONE way in which the DATA 
PROTECTION ACT protects the consumer. 

 _______________________________________

 _______________________________________

 _______________________________________

 _____________________________________ [2]
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  (ii) Explain how the use of encryption may help 
both DANISH e-BANK and its CUSTOMERS.

DANISH e-BANK

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

CUSTOMERS

 _______________________________________

 _______________________________________

 _______________________________________

 _____________________________________ [4]

[Total marks: 31]
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2 St William’s School is a private school which charges 
parents/guardians £10 000 each year to send a child to 
its school.

 (a) St William’s School constantly reviews its 
marketing strategy.

  (i) Explain the importance of MARKETING to the 
St William’s School.

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _____________________________________ [3]
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  (ii) A major part of marketing is the four ‘Ps’ of the 
marketing mix. An example of the marketing 
mix for St William’s School is shown in Fig. 2 
below.

MARKETING MIX (4Ps)

PRODUCT St William’s School has a high 
exam pass rate

PRICE £10 000 a year for each child

PLACE St William’s School has modern 
buildings in their own grounds

PROMOTION Advertise in newspapers such as 
The Times

Fig. 2

   Explain how well the four Ps of the marketing 
mix, as shown in Fig. 2, link together.

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _____________________________________ [4]
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 (b) The Headteacher carried out a SWOT analysis for 
St William’s School which can be seen in Fig. 3.

STRENGTH High exam pass rate

WEAKNESS Lack of sporting facilities

OPPORTUNITY 500 expensive houses being 
built near the school

THREAT Other successful schools in the 
area

Fig. 3

  Explain how a SWOT ANALYSIS may benefit 
St William’s School.

 __________________________________________

 __________________________________________

 __________________________________________

 ________________________________________ [2]
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 (c) St William’s School has had problems with 
recruiting staff. The Headteacher is thinking of 
using Distant Learning Ltd to provide lessons in 
classrooms using VIDEO CONFERENCING for 
one sixth form subject. State and explain ONE 
advantage and ONE disadvantage to 
ST WILLIAM’S SCHOOL of using video 
conferencing to communicate with students.

ADVANTAGE  _______________________________

 __________________________________________

 __________________________________________

 __________________________________________

DISADVANTAGE  ____________________________

 __________________________________________

 __________________________________________

 ________________________________________ [4]
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 (d) St William’s School sends its end of year report to 
parents/guardians through a secure internet site.

  Explain ONE advantage and ONE disadvantage 
to PARENTS/GUARDIANS of receiving reports 
through a secure internet site.

ADVANTAGE  _______________________________

 __________________________________________

 __________________________________________

 __________________________________________

DISADVANTAGE  ____________________________

 __________________________________________

 __________________________________________

 ________________________________________ [4]
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 (e) St William’s School increases the fees it charges 
to parents/guardians each year. The Headteacher 
is unsure about the effects on revenue because he 
has been told that the school fees are now price 
elastic.

  The current fee charged is £10 000 and the school 
currently has 850 students.

  (i) The information below shows three events 
that may have caused St William’s School to 
increase its fees each year. Indicate, with a 
TICK (✓), if each event was LIKELY OR
UNLIKELY to have caused the increase in fees.  

EVENT LIKELY TO 
CAUSE AN 
INCREASE 
IN SCHOOL 

FEES

UNLIKELY 
TO CAUSE 

AN 
INCREASE 
IN SCHOOL 

FEES

BUILDING NEW 
SPORTING FACILITIES

SHARE ICT FACILITIES 
WITH ANOTHER 
SCHOOL NEARBY

REDUCING THE 
NUMBER OF 
STUDENTS IN EACH 
CLASS

[3]
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  Refer to the information in Fig. 4 and answer the 
following questions.

STUDENT 
FEE PER 

YEAR

NUMBER 
OF 

STUDENTS

PRICE 
ELASTICITY

CURRENT £10 000 850 0.5

FORECAST £11 000 700

Fig. 4

  (ii) Using the formula below, calculate the 
forecasted price elasticity of demand for 
the fees at St William’s School. Show your 
workings.

   Price Elasticity of demand =

   
% change in quantity demanded

% change in price

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _______________________________________

 _____________________________________ [3]
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  (iii) Use your calculation to advise the Headteacher 
WHETHER OR NOT to increase the student 
fees from £10 000 to £11 000. Give a reason for 
your answer.

 _______________________________________

 _______________________________________

 _______________________________________

 _____________________________________ [2]

 (f) Parents/guardians pay the current £10 000 yearly 
fee using one of the methods of payment  shown 
in Fig. 5.

Method of payment used by parents / guardians to send their
children to St William’s School each year

N
u

m
b

er
 o

f 
st

u
d

en
ts

0
100
200
300
400
500
600
700

2000

600 600

250 250

2009

Years

Cash / Cheque Credit card

Fig. 5
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  Using the information in Fig. 5, explain why 
the method of payment being used by parents/
guardians at St William’s School might have 
changed. 

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 __________________________________________

 ________________________________________ [4]

[Total marks: 29]
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Copyright Information

OCR is committed to seeking permission to reproduce all third-party content 
that it uses in its assessment materials.  OCR has attempted to identify and 
contact all copyright holders whose work is used in this paper.  To avoid the 
issue of disclosure of answer-related information to candidates, all copyright 
acknowledgements are reproduced in the OCR Copyright Acknowledgements 
Booklet.  This is produced for each series of examinations, is given to all 
schools that receive assessment material and is freely available to download 
from our public website (www.ocr.org.uk) after the live examination series.
If OCR has unwittingly failed to correctly acknowledge or clear any 
third-party content in this assessment material, OCR will be happy to correct 
its mistake at the earliest possible opportunity.
For queries or further information please contact the Copyright Team, First 
Floor, 9 Hills Road, Cambridge CB2 1GE. 
OCR is part of the Cambridge Assessment Group; Cambridge Assessment 
is the brand name of University of Cambridge Local Examinations Syndicate 
(UCLES), which is itself a department of the University of Cambridge.



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 15%)
  /CalRGBProfile (ColorMatch RGB)
  /CalCMYKProfile (U.S. Sheetfed Uncoated v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.3
  /CompressObjects /Off
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.1000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams true
  /MaxSubsetPct 100
  /Optimize false
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts false
  /TransferFunctionInfo /Preserve
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile (None)
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 150
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 150
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 600
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects true
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /CreateJDFFile false
  /Description <<
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308030d730ea30d730ec30b9537052377528306e00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /FRA <>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /ENU <>
  >>
>> setdistillerparams
<<
  /HWResolution [600 600]
  /PageSize [595.245 841.846]
>> setpagedevice


