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General Marking Guidance  

 
 

• All candidates must receive the same treatment.  Examiners must 
mark the first candidate in exactly the same way as they mark 
the last. 

• Mark schemes should be applied positively. Candidates must be 
rewarded for what they have shown they can do rather than 
penalised for omissions.  

• Examiners should mark according to the mark scheme not 
according to their perception of where the grade boundaries may 
lie.  

• There is no ceiling on achievement. All marks on the mark 
scheme should be used appropriately.  

• All the marks on the mark scheme are designed to be awarded. 
Examiners should always award full marks if deserved, i.e. if the 
answer matches the mark scheme.  Examiners should also be 
prepared to award zero marks if the candidate’s response is not 
worthy of credit according to the mark scheme. 

• Where some judgement is required, mark schemes will provide 
the principles by which marks will be awarded and 
exemplification may be limited. 

• When examiners are in doubt regarding the application of the 
mark scheme to a candidate’s response, the team leader must be 
consulted. 

• Crossed out work should be marked UNLESS the candidate has 
replaced it with an alternative response. 
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1(b) (ii) Su s  of the above might  
     have on communication. 
    (AO4 – Evaluate = 6 marks) 
 
Valid points could include: 
(misunderstanding) – people not receiving the correct 
information – fail to attend meetings/pass on 
important information/do not carry out a particular 
task 
(using jargon) – receiver of message does not 
understand – leaves him/her frustrated/confused 
(wrong method) – messages do not get through/too 
slow when message urgent 
(equipment) – similar to method – wrong equipment 
used – fax when email would have been better  
all leading to things not getting done and problems 
occurring – employees get frustrated/discontented – 
guests not happy with service, get dissatisfied, 
complain and go elsewhere damaging the hotel’s 
image – missing information could lead to bad 
decisions  
 
Level 2 
Candidate makes sound judgement(s)   
Level 1 
Candidate makes basic judgement(s)   
 
If only 1 max 3. 
 
(iii) Do you agree that this was a good idea? 
     (AO4 – Evaluate = 4) 
 
Valid points could include: 
all employees there – all getting the same information 
at same time – questions can be asked to reassure – 
everyone has a say – motivational – feedback – gauge 
feeling- employees can make choice 
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Quality of Written Communication (QWC) 3 marks  
 
There are 3 marks available for Quality of Written Communication for question 
1bii & iii.  
 
To meet the criteria the candidate must: 
 
• present relevant information in a form that suits its purpose (use of appropriate 

business language); 
• ensure text is legible and that spelling, punctuation and grammar are accurate so 

that meaning is clear;  
• use a suitable structure and style of writing (logical sequencing). 
 

 



 
 
Que iost n 
Number 

Answer Mark 

2(a) (i) How co nd out what guests think 
about e
   (AO1 – D 3) 
 
Valid poin
at checkin
decide ex d 
same ques
telephone one 
questionnaire/interview can explain if questions are 
difficult – ms  
 
Level 2 
Candidate  
Level 1 
Candidate

 

4-6 

1-3 

uld CGH Ltd fi
th ir stay in its hotels  

emonstrate = 3, AO2 – Apply = 

ts could include: 
g out give questionnaires/interview – can 

actly what to ask re stay –  everyone aske
tions – relatively easy to analyse replies – 
 questionnaire 2-way  - if teleph

leave guest feedback sheets in roo

 applies knowledge to hotels                   

 demonstrates basic knowledge  

 
 
 
 
 
 
 
 
 
 
 
 

 

 
Question 
Number 

Answer Mark 

2(a) (ii) Explai s  
       job ea

     (AO 1 –    
mark, AO3
 
Accept reference to spreadsheet if clearly used as a 
database. 
 
Valid points could include: 
used for h ge amounts of information -  
guest/supp
print selec /address labels/special 
offers/staff rotas 
searches/s to 
data/alph ed in seconds 
if back ups
possible to
paper base
possibl what they 
like/di
 
Level 3 
Candidate
eg A majo
with which
previously her and collate 
can now be collated in seconds saving CGH ltd time 

rectors can 
 without 

the guest research and data collected on guests 
h facilities they like or 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

n how using a database might make Simon’
sier. 
 Demonstrate = 3 marks, AO2 – Apply = 1     
 – Select/Analyse = 3) 

olding lar
lier/employee records  
ted – mail shots

orts – fast access 
etical/numerical/collatab

 kept little risk of data being lost  
  analyse data which would be difficult with 

d system 
 guest profiles – e to build up

slike  

 analyses                 
r advantage of using a database is the speed 
 data can be accessed.  Data that would 

 have taken some time to gat

and money.  It also means managers and di
have relevant information when they want it
having to wait, making decision quick and efficient.  
Data can also be analysed, for example the results of 

 
 

showing when they visit, whic

 



dislike so if it is bad service they dislike something can 

o generate staff rotas so staffs knows exactly 

ng the hotels running smoothly. 

Level 2 
Candidate applies knowledge     
Level 1 

ndid rates knowledge    

 

 

5-7 
 
 

3-4 
 
-

be done to put this right.  The search/sort facility can 
be used t

 

in advance when they are working so no mistakes are 
made, keepi

 

 

Ca ate demonst 1 2 
 
Question 
Number 

Answer Mark 

2(b) Assess e
(AO4 – Evalu
 
Valid poin
DTP allow
pictures a
presentati
arranged i
art can be
money sav  

 th  benefits of using DTP. 
ate = 7 marks) 

ts could include: 
s production of documents combining 
nd text high level of 
on/documents 
n columns with headings where images/clip 
 imported and produced quickly 
ed because cheaper than an external printer  

corporate
because doc can be 
made easi
 
Level 
Candid e
Level 

makes basic judgement(s)         

 
 

 

5-7 
 

 
Total = 20 

 
 
 
 
 
 
 
 

 
 
 
 

 layout enhancing image of hotels  
uments saved layouts/amendments 

ly  

2 
at  makes sound judgement(s)         

1 
1-4 Candidate 

 
 

 



 
Question 
Number 

Answer Mark 

3(a) 

ash/convenient 
rd – plastic card which allows electronic 

machine no need to carry cash – chip and pin  
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to pay fixed amounts on a regular basis/payments not 
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(i) Analyse TWO ways these non-resident members 
might pay for their membership. 
    (AO1 – Demonstrate = 2 marks, AO2 – Apply = 2 
marks, AO3 – Select/Analyse = 3 marks, AO4 – 
Evaluate = 3 marks) 
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